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Epigraph 
Education is a social process. Education is growth. Education is, not a preparation for 
life; education is life itself.  John Dewey 
 
They say genes skip generations.  Maybe that‘s why grandparents find their 
grandchildren so likeable.  Joan Mcintosh 
 
The older generation thought nothing of getting up at five every morning – and the 
younger generation doesn‘t think much of it either.  John J. Welsh 
 
It used to be if you didn‘t feel well, you went to a doctor.  These days you have to know 
why you don‘t feel well—in order to know what kind of a doctor to go to.  Paul Harwitz 
 
That which seems the height of absurdity in one generation often becomes the height of 
wisdom in another.  Adlai Stevenson 
 
Each generation imagines itself to be more intelligent than the one that went before it, 
and wiser than the one that comes after it. George Orwell 
 
You know, I hear everybody talking about the generation gap.  Frankly, sometimes I 
don‘t know what they‘re talking about.  Heck, by now I should know a little bit about it, 
if I‘m ever going to.  I have seven kids and eighteen grandkids and I don‘t seem to have 
any trouble talking to any of them.  Never have had, and I don‘t intend to start now.  John 
Wayne 
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UNDERSTANDING INTER- AND INTRA-GENERATIONAL 
COMMUNICATION METHODS UTILIZING A FRAMEWORK OF MESSAGE 
SENSITIVITY 
Thomas Edwin Craft, Jr.        May 2011          114 Pages 
Directed by:  Randall Capps, Carley Dodd, Sally Ray, and Robert Reber 
Educational Leadership Doctoral Program   Western Kentucky University 
 This study was designed to determine if differences existed between generations 
surrounding their preferred communication methods.  In examining the social identity 
perspective of groups, scholars have found that many groups are categorized based on the 
social structure in which they exist.  Generational groups have created their own social 
structure and set of cultural norms that define each generation.  In a recent report released 
by the Pew Research Center (2010), when the younger generation was asked an open-
ended question, ―What makes your generation unique?‖, 24% of those asked responded 
―Technology Use.‖  One of the unique differences among these generations is the 
methods they use to communicate.   
The research for this study was framed around the following five questions:  (a) Are 
there differences in preferred methods of communication based on generational 
classification? (b) Does message sensitivity have any effect on preferred method of 
communication chosen by each generation? (c) Does gender affect the preferred method 
of communication? (d) Is there a difference in generational preference of communication 
method based on whether an individual is sending the message or receiving the same 
message? (e) Is there any difference in generation‘s use of technology as a conflict 
avoidance instrument? 
 xvi 
 
 A survey instrument was created to determine the answers to the above questions 
and was administered to all students, staff, and faculty affiliated with a Midwest, regional 
university during the Spring of 2011.  Analyses were run on the data received and the 
results are presented in this research.  Results of the analyses demonstrated that there are 
differences in the preferences of communication methods chosen by generations and that 
younger generations are more likely to use technology to avoid the displeasure associated 
with sending a sensitive message. 
 The results of this study provide useful information to scholars, educators, and 
leaders about conflict which could be directly related to the communication choices of 
our generations.  Although additional research could be conducted that would add to this 
study, the information provided here expands on theories by others, suggesting 
generations are different and do create their own social identity.   
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Chapter I: Introduction  
Introduction 
Scholars have been interested in generational differences for centuries.  A quote 
attributed to Plato (1907), around 400 BC about the children of Hellas, the younger 
generation ―the young now expect the same treatment as the old, and contradict them and 
quarrel with them‖ (p. 74).  Generations have long had their differences.  As far as people 
can remember, parents have quarreled with their children and vice versa, while 
grandparent have sat back and watched with amusement.  Strauss and Howe (1997) have 
researched generations for many years.  Their work on generational differences dates to 
the 1500s, finding that generations are mostly cyclical, with one generation making up 
for the excesses of the prior generation.  Strauss and Howe believe there are four stages 
to generations which repeat themselves approximately every 80 years.  Twenge (2006), a 
psychology professor, believes generations are becoming linearly more narcissistic, based 
on a narcissistic test conducted on an annual basis since the 1950‘s.  Both Beck and 
Wade (2006), as well as Prenskey (2006), believe the technology children encounter at 
birth make them more capable of multitasking and handling the demands which will be 
placed on them in the future years better than previous generations. 
For the first time in history, four generations occupy our workforce.  The Silent 
Generation, born between 1924 and 1944, has experienced a life researchers have termed 
as uneventful.  They were born into the great depression and learned the value of work at 
an early age.  If they had a job, they were lucky.  If they had food on the table and a roof 
over their head, they were even luckier.  This era instilled certain values in this 
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generation at a young age; the same was expected from the following generation, The 
Boomers.   
The Baby Boomers were born between 1945 and 1964 to a life somewhat better 
than the prior generations.  When asked an open-ended question by the Pew Research 
Foundation (2010) about what sets their generation apart from others, 24% said work 
ethic.  Work ethic was instilled into this generation by the ―booming‖ population and the 
lack of jobs.  Characteristics of this generation included showing up early for work and 
leaving late.  This was the generation for whom being seen at work was sometimes more 
important than the amount of production generated.  This generation was taught by the 
parenting magazines to place themselves first and children second; after all, kids were 
supposed to be seen and not heard.  
The next generation was named Generation X because of its rebellious attitude 
and the belief that this generation had nothing to contribute (Strauss & Howe, 1991).  
This generation was overshadowed by the population bust experienced by the Baby 
Boomers and taught (again) to be seen and not heard.  Generation X babies were born 
between 1965 and 1984 to a world where employers released their parents by downsizing 
and ―rightsizing.‖  The sense of loyalty to the employer which was treasured by the 
previous two generations was lost, as the children of this generation saw their parents, 
who had worked 60-hour work weeks, being laid off by corporations.  This generation 
was raised during the Nixon era where presidents became less than heroes and shifted to 
untrusted politicians.  Long hours at the workplace were replaced with work/life balance, 
where individuals went to work so they could afford a life away from work.  Also, since 
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this generation was placed second during their childhood, now they place their children 
first with baby on board signs and their underlying nature of being helicopter parents. 
The final generation to join the workforce was the Millennials.  This generation 
was first named Generation Y by some authors; but they quickly rebelled, not wanting to 
be seen as an extension of the previous generation.  Members of this generation will 
uniformly tell you, as the Pew Study suggests, their generation is identified by their 
adoption of technology.  Their understanding of technology allows them the innate ability 
to understand and decipher the complexities of technology so well that they rarely review 
the instruction manuals prior to delving into a new computer application or program.  
They are born with a technology spoon in their mouth; and many times throughout their 
education in both the school system and the workplace, they understand the technology 
being used better than those teaching them.  They are born to a life of instant access; now 
reading the news instantly rather than waiting for the paper to be printed or the 6 o‘clock 
news to be broadcast.  They watched the fall of the Berlin wall and the explosion of too 
many space shuttles.  This is also the first generation to see police officers wandering the 
halls of the once safe schools. 
Problem Statement 
With all the differences surrounding the generations, conflict can arise in 
organizations very easily.  Tapscott (2009), in Changing the Game, discusses the values 
each generation contributes.  The importance, according to Tapscott, is to understand the 
value each generation has and leverage each generation‘s strengths.  Each generation has 
important qualities and each could be represented in the same meeting in today‘s 
workplace.  The boomers have their work ethic, Generation X has problem solving skills, 
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and the Millennials have their understanding of technology (Pew Research Center, 2010).  
The subtle differences in cultural norms of the generations also creates an environment 
where workplace conflict arises.  The boomers, unlike the Generation X, have served 
their time (60-hour work weeks) and are hesitant to retire and turn over their 
responsibilities to the ―much lazier‖ Generation X members who arrive exactly on time, 
or a few minutes late, and leave as soon as quitting time arrives.  The Generation X 
members have no patience for the padding of time they perceive the boomers use.  The 
Millennials believe that, because they know so much about technology, they should be 
leading the organization. Little do they know, leadership is more complex than just 
understanding technology. 
Adding to the complexity of the mix, age plays a part in the workplace conflict.  
The actions of generations based on their cultural norms are different than age-based 
dissimilarities associated with growth from birth through adolescence to adulthood.  A 
generally accepted principle is that a teenager at a certain age has a high likelihood of 
rebelling against authority.  They are going through certain stages in their lives common 
to all teenagers.  The timeless poem that follows depicts a transition of youth from 
naivety to knowledge:     
When I was one and twenty 
I heard a wise man say, 
Give pound and crowns and guineas 
But not your heart away; 
 
Give pearls away and rubies 
But keep your fancy free, 
But I was one and twenty, 
No use to talk to me. 
 
When I was one and twenty 
I heard him say again, 
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‗The heart of the bosom 
Was never given in vain; 
‗Tis paid with sighs a plenty 
And sold for endless rue.‘ 
And I am two and twenty, 
And oh, ‗tis true, ‗tis true. (Housman, 1996) 
 
Age is a common variable across all generations; youth brings with it a certain 
vibrancy which allows organizations to be nimble, while adulthood is generally 
associated with solid decision making skills.  Most 18 year old employees in an 
organization fall into the same stage of Maslow‘s Hierarchy of needs, food, water, 
shelter, and alcohol (for some college students).  Once a generation can be understood, 
leaders can better understand expected outcomes anticipated by each generation.  The 
Nonverbal Expectancy Theory discusses intrinsic and extrinsic needs desired by 
individuals, but across generations these needs are different (Burgoon & Hale, 1988).  
Leaders should spend time understanding that a pat on the back for a boomer does not 
have the same meaning for a Generation X member who needs to be challenged by a next 
level.  This is because Generation X members were trained by video games; and once 
they conquer one level, they are ready to move on to a more challenging opportunity.  
Leaders who understand the generational differences are better positioned to retain good 
employees. 
Finally, communication between generations becomes a major factor in conflict.  
Technology has allowed or caused these generations to communicate differently.  The 
Silent generation, as well as many generations before it, was born to an era where face-
to-face conversations were the only communication method.  Very few had telephones; 
and those who did, shared ―party lines.‖  During this time period, people talked for much 
longer periods of time because they may have traveled long distances to carry on a 
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conversation.  Small towns covered the US; and in these small towns, almost everyone 
knew everyone else.  The number of friends was quite high, and the number of 
acquaintances was low.  The boomers had a spike in the adoption of the telephone, but 
they were also the first generation to experience ―live‖ news over the television.  The 
invention of the telephone brought a decrease in the amount of travel for conversations, 
and the length of the conversation was shorter than the previous face-to-face 
conversations.  Generation X was born into the adoption era of the Internet and email.  
With the invention of email, the length of conversations became shorter, but the number 
of contacts grew larger as more email could be sent to more individuals in a short period 
of time.  The Millennial generation was born into cellular devices and text messaging.  
Now conversation length has been limited to 120 characters or less, but children (the 
Millennials) send thousands of texts a month.   
As communication between generations has changed, the context of the 
conversation also has changed.  The Boomers and Silent generations who were 
accustomed to the lengthy conversations before, now have been cut short by the ―bullet 
item‖ method of communication used by the younger generations.  Generation X and the 
Millennials are more apt to jump quickly to the center of the conversation and are often 
bored by the lengthy conversations of the prior generations. 
Purpose  
In order to understand that differences exist in the communication patterns of the 
generations that work together, researchers must assess the communication methods each 
generation uses on a daily basis.  Researchers must also assess if one generation uses 
technology more frequently to convey sensitive messages, thus creating a conflict in 
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communication channels used between generations.  Two communication theories are 
proposed which help to explain why generations may choose different channels of 
communication to convey similar messages and why one generation may choose email or 
text messaging to avoid communicating conflicting information.  
Theoretical Framework 
This study will tie three distinct areas of research together: generational theory, 
communication theory, and communication channels in order to explain the differences in 
communication method choice by generation.  Chapter II will discuss two predominate 
generational theories as well as two communication theories that explain the differences 
in generational communication.   
Research Questions 
The research for this study was framed around the following five questions:   
1. Are there differences in preferred methods of communication based on 
generational classification? 
2. Does message sensitivity have any effect on preferred method of communication 
chosen by each generation? 
3. Does gender affect the preferred method of communication? 
4. Is there a difference in generational preference of communication method based 
on whether an individual is sending the message or receiving the same message? 
5. Is there any difference in a generation‘s use of technology as a conflict avoidance 
instrument? 
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Rationale of the Study and its Significance 
As of the completion of this research, no studies were found which explored 
message sensitivity as it relates to choice of communication methods by different 
generations.  Also, no research was available on whether a younger generation would 
likely choose a different communication channel than an older generation to convey a 
sensitive message.  This study will contribute to other research about generational 
differences as to whether the Uses and Gratification Theory and/or the Nonverbal 
Expectancy Violation Theory can define the differences in the attitudes and perceptions 
of different generations today, and if a gap exists in the way contemporary generations 
communicate.  This research will provide data to help generations learn how to 
effectively communicate both inter- and intra-generationally. 
Nature of the Study 
An initial test/retest was conducted to determine reliability for the survey tool 
used in this research.  Twenty-five students were given the test at 7-day intervals to 
develop a test/retest reliability correlation for the survey instrument.   
For the final survey all staff, faculty, and student students in a regional Midwest 
comprehensive university were requested to participate in an online survey.  An email 
was sent to the faculty-all, staff-all and student-all email lists of the university.  In total, 
22,964 faculty, staff, and students received the email.  The online survey package 
Qualtrics was used to collect information from both groups of students. 
Limitations of the Study 
This study only addressed a single Midwest regional comprehensive university.  
Additional research should be conducted using a larger sample with different 
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demographics.  The study also was limited to a United States population and did not 
consider different results that might occur when studying the population of other 
countries.  Howe and Strauss (2000) felt the study of generations in the United States was 
unique based on the freedom of choice of the population and different cultures may 
exhibit different generational tendencies.  
Definition of Terms 
Arousal.  If a certain expectation of a conversation is not met, the ―violation is 
posited to heighten the violatee‘s arousal‖ (Burgoon & Hale, 1988).  This arousal can be 
influenced in both a positive arousal and a negative arousal.   
Baby Boomer.  Individuals born between 1946 and 1964.  A spike in the number 
of births shortly after the end of World War II labeled this generation. 
Behavior interpretation and evaluation.  Typically, the interpretation of the non-
verbal communication rests on the evaluation of the receiving person.  The interpretation 
can be affected depending on whether the communicator is being presented by a high-
reward person as opposed to a low-reward person.  Expectancy Violation Theory 
proposes favorable reward is given to a high-reward individual versus a low-reward 
individual.  
Communicator reward valence.  According to Burgoon and Hale (1988), the 
communicator places a certain value on the interaction based on several characteristics 
such as gender, attractiveness, reputation, and status.   
Email.  Electronic mail, most commonly abbreviated email and email, is a method 
of exchanging digital messages via a computer. 
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Expectancies.  An assumption that, in ―interpersonal encounters,‖ parties of the 
conversation develop certain expectations and preferences about non-verbal behavior.  
Each person in the conversation has certain expectations about the conversation, 
depending on their relationship to the other party.   
Generation X.  Individuals born between 1965 and 1981.  A generation which was 
overshadowed by the much larger population explosion of the Baby Boomer generation.  
Generational Gap.  A difference in values and attitudes between one generation 
and another. 
Inter-Generational Communication.  Communication between one or more 
members of different generations. 
Intra-Generational Communication.  Communication between one or more 
members of a single generation. 
Millennial.  Refers to those born after 1982–the first generation born into the new 
millennium. 
Silent Generation.  Individuals born between 1925 and 1945.  The term silent 
refers to this generation‘s conformity to civic interests. 
Sensitivity.  For the purpose of this study, message sensitivity is defined as one 
which may affect your feelings or the feelings of others. 
Text Messaging.  Text messaging, also known as "texting" or ―short message 
service‖ (SMS), refers to the exchange of brief written messages, 160 characters or less, 
between mobile phones over cellular networks. 
Violation valence.  In a typical pattern based on social norms, most would believe 
that positively evaluated behaviors would produce positive interpretation and negatively 
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evaluated behaviors would produce negative interpretation.  However, this theory differs 
from other non-verbal theories in which extreme negatively evaluated behaviors 
conducted by high-reward communicators can be positively valenced (Burgoon & Hale, 
1988).  
Summary 
Organization and educational systems face conflict created by generational 
differences on a daily basis.  Older mentors are confused and frustrated by the actions of 
younger eager generations.  The younger eager generation is puzzled by the habits of the 
more mature group.  In both cases, conflict between the generations causes a breach in 
effective communication between the two groups.  Research to determine ways for the 
generations to effectively communicate with each other is very limited.   
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Chapter II: Review of the Literature 
Introduction 
The purpose of this study was to determine how intra-generational and inter-
generational communications differ based on the preference of one communication 
method over another and how those differences affect communication, productivity, and 
conflict in organizations.  The study of generational differences has long enticed 
researchers to determine why one generation acts differently than those either before or 
after.  For as long as research is available, dating back to words by Plato, generations act 
differently. 
This chapter will review the literature surrounding different generations classified 
to exist today as well as discuss the actions and interactions of previous generations.  This 
literature review is designed to follow the path of review of published materials which led 
to the creation of the questions for this research.  In attaining the goal of providing the 
reader with a foundation of material that will demonstrate information available to 
researchers today, this literature review will take the reader on a discovery journey about 
generations.  The literature review will explore the landmark research of Howe and 
Strauss (2000) who traced generational differences back to the 1500s.  A definition of the 
existing generations will be presented to give the reader a framework and outline of those 
present in today‘s organizations.  The research will then explore the communication 
methods of face-to-face, email, text messaging, and telephone utilized by each generation 
in today‘s environment to communicate.  The four communication methods reviewed will 
develop a framework for the research on how generations communicate.  Next, a review 
of the adaptation of technology by the younger generations will establish that technology 
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has changed the way younger generations interact in our educational systems as well as in 
their workplace environments.  This literature review will provide the research on one 
technology, video games, and how they have influenced the change and adoption of 
technology by the younger generations.   
Finally, the review of literature will expand upon communications theories to 
develop a context of why individuals choose one method of communication over another 
and how the selection of a communication channel can be viewed by certain groups as a 
violation of cultural norms.  The purpose of this literature review is to provide a 
framework of the existing literature and how the types of technology used to 
communicate may contribute to the conflict between generations.  The social norms and 
cultures created by each generation, joined with an increased use of technology, create an 
environment of conflicting ideas of communication.  Previous research about generations 
is lacking in many areas.  This study will cover one area about generational differences 
and show how generations‘ use of technology to communicate can cause ―gaps‖ where 
the violations of the social norms of one generation can conflict with the social norms of 
another.  This study will fill a void in research, prove that different generations prefer 
different communication channels, and show that the adoption of these various forms of 
communication can create an environment of conflict in organizations. 
Generational Information 
The first documented difference in attitudes of generations was attributed to the 
writings of Plato, about the children of Hellas:  
The children now love luxury; they have bad manners, contempt for authority; 
they show disrespect for elders and love chatter in place of exercise.  Children are 
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now tyrants, not the servants of their households.  They no longer rise when elders 
enter the room.  They contradict their parents, chatter before company, gobble up 
dainties at the table, cross their legs, and tyrannize their teachers. (Freeman & 
Rendall, 1907, pp. 73-74)   
There are many different definitions of generations. MSN Encarta (2009) defines 
a generations as a ―group of contemporaries:  all of the people who were born at 
approximately the same time, considered as a group, and especially when considered as 
having shared interests and attitudes.‖ 
Experts agree that generations function as a cohort based on events that have 
occurred to shape the lives of the members.  These life-altering situations cause the 
behaviors of groups of individuals to be changed and possess some common traits which 
other generations do not depict.  Even though there are anomalies and individuals who 
stand apart from generational norms, certain traits exist which cause generational 
members to function similarly.  Generational theorists try to explain why people during 
the 1960s acted the way they did, or why there are ―helicopter‖ parents hovering over the 
youth as they enter college. 
The design of this literature review was to take the reader on the path traveled by 
the researcher to uncover the research available about generations.  The first part centers 
on developing the categories of generations today and the existing research that solidifies 
them.  Next, a presentation of the various forms of communication methods is presented 
and defined.  Finally, information is provided about two predominant communication 
theories currently available that help to provide the reader with insight on why 
generations today communicate differently.  Research directly connecting the two 
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communication theories, Uses and Gratification as well as Nonverbal Expectancy 
Violation, is not currently available to demonstrate the importance of this study.  
However, it provides valuable information to educational institutions as well as other 
corporations and organizations about how and why generations communicate differently.  
Chapter V will tie the research presented in this study to the two theories to help leaders 
understand and leverage those differences. 
Theoretical Framework 
The theoretical framework of this literature review centers on two distinct areas.  
The first is the study of generational difference and the literature documenting the 
reasons generations act differently.  The second area looks at the major communication 
theories that help to describe the differences and conflicts generations face when 
attempting to communicate. 
Two predominant theories exist surrounding the nature of generations and their 
classifications as cyclical or linear.  The one commonality between the two theories and 
the reason for including both in this study is to show how both theories agree that 
generations are different and have generational norms which are distinct to their era.  One 
theory, proposed by Howe and Strauss (2000), is that generations are cyclical and repeat 
every 80 years based on social occurrences.  This repeating of generational structure was 
classified into four basic categories:  prophets, nomads, heroes, and artists.  The second 
generational theory posits that generations are linear and build off the ideas and actions of 
those it follows.  The basis for this theory lies in testing models such as the Narcissistic 
Personality Inventory.    Even though one theory contradicts the other relative to the 
linear or cyclical nature of generations, both agree differences exist between generations 
 16 
 
and how generational cohorts react to each other based on events that have occurred and 
shape the lives of the individuals affected.   
Generational Theory 
Cyclical Generation Theory 
Howe and Strauss (2007) are considered by some as the founding fathers of 
generational differences.  They have conducted considerable research producing 
numerous books and articles about the differences between generations and conclude, 
―Generations are among the most powerful forces in history.  Tracking their march 
through time lends order – and even a measure of predictability – to long-term trends‖ (p. 
41).    Howe and Strauss argue that individuals are what the events of their life have made 
them.  Each event in time, whether the space shuttle explosion or the John F. Kennedy 
assassination, has shaped who generations are and how they act.  Each event has created 
a culture unique to the individual generation.  Howe and Strauss take this revelation a 
little further in asserting the exact way in which events shape lives is closely related to 
the age when the event occurred.     
Howe and Strauss (2000) propose that two societal events affect generations and 
cause the cyclical nature seen in the research:  secular crisis and a spiritual awakening.  A 
secular crisis is typically marked by a war or revolution such as the Civil War or the 
American Revolution.  The second type of social moment they define as a spiritual 
awakening, which is a time where society‘s inner values are changing.  Thus, the younger 
generation is typically marked by rebellious activities. 
Even though most workplace and educational environments include only five 
generations, today‘s society actually includes six which span from the 1900s until 
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present.  The first generation, known as the GI Generation, ranges in age from 83 to 106.  
According to Howe and Strauss (2000), this generation was responsible for creating 
vaccines, defending stable families, and sending the first man to the moon.  This 
generation included the heroes of World War II and filled the country‘s most powerful 
positions for over 30 years.  They faded into retirement with a sense of entitlement; but, 
on the down side, the GI Generation was the least liked by its own children.  
Next was the Silent Generation born between 1925 and 1945.  This generation 
became the ―Rebel without a cause‖ (Dean, 1955).  ―The members of the Silent 
Generation are the children of the Great Depression and World War II‖ (Strauss & Howe, 
1991, p. 281).  As a smaller generation similar to Generation X, the Silent Generation 
was overshadowed by both the generation before and after.  This group moved through 
life by making very few ripples and was very risk adverse.  According to Howe and 
Strauss, it was the first that did not have a U.S. President or a chief justice of the Supreme 
Court nominated from its members.  This generation was often seen as the most critical 
of today‘s generations. 
The Silent Generation was followed by a Boom, quite literally the Boomer 
Generation,  now between the ages of 47 and 64.  The first boomers entered college life 
during the 1960s.  They proceeded to challenge authority and turn campus life upside 
down with riots and protests.  This same generation that once challenged authority is now 
in control in our classrooms and universities today where they impose ―zero tolerance, 
more homework and a wide array of tests on their own children‖ (Strauss, 2005a, p. 10).  
―They were the indulged products of postwar optimism, Tomorrowland rationalism and a 
Father Knows Best family order‖ (Howe & Strauss, 2007, p. 41).  The Boomers rebelled 
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against civic engagement and team playing.  They were determined they would ―never 
follow a Hitler, a Stalin or a Big Brother‖ (Howe & Strauss, 2007, p. 41). 
Generation X followed the Boomers and is now between the ages of 26 and 46.  
Many of the parenting magazines for this generation taught parents that children were to 
be seen and not heard.  Generation X members were taught to distrust institutions, as they 
saw their parents‘ long hours repaid by a pink slip or layoff.  They watched as the stay-at-
home mothers of the past were forced to work.  They watched TV as each of their 
admired U.S. Presidents faced charges of dishonesty. ―Gen-Xers were raised in an era 
that put the needs of children last‖ (Strauss, 2005a, p. 13).  The author cites a parenting 
guide published by Boston Women‘s Collective, titled ―Ourselves and Our Children,‖ 
which stated ―the needs of the self ahead of those of the child was indeed the right 
childrearing technique for the era‘s new way of thinking‖ (as cited in Strauss, 2005, 
p.12).  Generation X was destined for failure by reports from the U.S. Department of 
Education‘s ―A Nation at Risk‖ and Allan Bloom‘s The Closing of the American Mind 
(Strauss, 2005b, p. 11). 
 Finally, the Millennial Generation arrived on the scene, aged 25 and younger.  
Due to the lack of emphasis placed on the previous generation, the Millennials arrived 
with ―baby on board‖ signs and the onslaught of helicopter parents.  The Millennial of 
today is influenced by both Generation X and Boomer Generation.  ―Millennials have 
been the center of attention . . . at the center of a culture war over family values spawned 
by opposing coalitions among the boomers‖ (Strauss, 2005b, p. 13) and Generation X.  
Unlike Generation X, the Millennials are a much larger group which are seen in a much 
more positive light.  According to Howe and Strauss (2007), this was the wanted 
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generation.  As the Millennials prepare to enter the workplace they ―seek teamwork, 
protection against risk, and solid work-life balance‖ (p. 41). 
Howe and Strauss (2000) propose that generations fall into four distinct cyclical 
categories.  The first recorded generation in the United States, the Puritan Generation, 
was born in 1588 and was termed by Howe and Strauss as the Prophets.  The 
generational categories, labeled as archetypes by Howe and Strauss that followed were 
the Nomad, the Hero, and then the Artist.  After the Artist Generation, the cycle will 
repeat itself again starting with a Prophet archetype.  According to the authors, this 
generational repetition has occurred for the last 500 years with only one exception.  At 
the close of the Civil War and because of its severity and affect on the survivors, Howe 
and Strauss believe the Hero archetype was missed during this particular era, based on 
this information.  The authors believe it is possible not only to predict how people will 
act in today‘s generations, but also give some level of anticipation on how individuals of 
tomorrow‘s generations will act.   
Prophets are born after a great war or other crisis, during a time of rejuvenated 
community life.  Prophets grow up as increasingly indulged children, come of age 
as the narcissistic young crusaders of spiritual awakening, cultivate principles as 
moralistic mid-lifers, and emerge as wise elders guiding another historical crisis.  
(Howe & Strauss, 2007, p. 42)   
Today, they categorize the Boomer generation as the prophet generation. 
―Nomad generations are born during a cultural renewal, a time of social ideals and 
spiritual agendas, when youth-fired attacks break out against the established institutional 
order‖ (Howe & Strauss, 2007, p. 42).  According to Howe and Strauss, this generation 
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has been alienated by their parents and will be known in its youth as ―hell-raising and 
their midlife years of get-it-done leadership‖ (Howe & Strauss, 2007, p. 42).  Generation 
X is the Nomad generation of today.   
―Hero generations are born after a spiritual awakening, during a time of individual 
pragmatism, self-reliance, laissez-faire, and national (or sectional or ethnic) chauvinism‖ 
(Howe & Strauss, 2007, p. 47).  The children of the hero generation are often thought of 
as overprotected.  This generation will be remembered for their ―collective coming-of-
age triumphs and for their hubristic elder achievements‖ (Howe & Strauss, 2007, p. 47).  
Millennials are our current Hero generation.   
―Artist generations are born during a great war or other crisis, a time when 
worldly perils boil off the complexity of life, and public consensus, aggressive 
institutions, and personal sacrifice prevail‖ (Howe & Strauss, 2007, p. 47).  Since this 
group is typically the children of a major war or crisis, they tend to be sensitive young 
adults and indecisive leaders born in the shadows of the Hero generation.  Currently, the 
fading Silent generation is our Artist generation.  However, based on the authors‘ 
research and cyclical nature of generations, the next generation born today and known as 
the Homeland Generation will be Artists as well.   
The authors, Howe and Strauss (1991), propose the reason for the cyclical nature 
of the generations is due mainly to each following generation compensating for the 
excesses of the generation it precedes and events that help it.   
Linear Generational Theory 
A Linear Generational Theory, as proposed by some researchers, is contradictory 
of Strauss and Howe‘s (1991) proposal stating that generations are cyclical.  In Linear 
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Generational Theory, generations change with time but have no correlation to the secular 
crisis and spiritual awakenings proposed by Howe and Strauss.    
The Generation Me, as defined by Twenge (2006), consists of people born in the 
1970s, 80s, and 90s and today comprises people from age 10 to 39.  Twenge surveyed 
some 15,000 students with a widely known tool called the Narcissistic Personality 
Inventory, which includes 40 questions such as:  ―I have a natural talent for influencing 
people‖ or ―I am not good at influencing people.‖  Twenge reports ―Today . . . we are 
driven instead by our individual needs and desires.  We are told to follow our dreams, to 
pursue happiness above all else.  It‘s OK to be different‖ (p. 19).  Twenge believes the 
youth of today follow a psychology strategy entitled defensive pessimism, or a way in 
which the youth plan for the worst and expect the best.  Based on her studies, Twenge 
also believes, the children of today are more narcissistic than 25 years ago.   
Another example of the linear approach to generational difference comes from 
Bauerlein (2008), who wrote:  
There are many more important ongoing investigations of the young American 
intellect, such as National Geographic‘s Geographic Literacy Survey and the 
Intercollegiate Studies Institute‘s civic literacy surveys, along with one-time 
reports such as Are They Really Ready to Work?, a study of workplace skills of 
recent graduates by the Conference Board.  One after another, though, they 
display the same dismal results and troubling implications.  (p. 16) 
According to Bauerlein, today‘s youth do not possess the knowledge to be informed 
citizens and ignore resources that might help them succeed.  He cites Jay Leno‘s 
Jaywalking section of the Leno show as an example of the shortcomings of today‘s 
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youth.  Bauerlein asserted, ―The twenty-first-century teen, connected and multitasked, 
autonomous yet peer-mindful, makes no great leap forward in human intelligence, global 
thinking or netizen-ship‖ (Bauerlein, 2008, p. 201). 
Other Generational Theories 
Other researchers question the ability of the new generation‘s organizational 
commitment.  One of those studies was aimed at determining whether a difference exists 
between the levels of organizational commitment of Generation Y and Baby Boomers in 
corporate America (Engelman, 2009).  The study measured the responses of 216 
participants who qualified to take the survey based on their position between two age 
categories.  The first category termed Generation Y, but also referred to by other studies 
as the Millennial Generation, included 79.8 million members who were born between 
1982 and 2000.  The second, termed Baby Boomers, included 78.5 million members born 
between 1946 and 1964.  This study used a sample size of 150 people from Generation Y 
and 66 Baby Boomers.   
The study reviewed three components of organizational commitment.  The first 
component of organizational commitment reviewed by Engelman (2009) is Affective 
Commitment.  Affective Commitment is an employee‘s belief that employees stay with 
an organization because ―they want to.‖  The second component of organizational 
commitment is Normative Commitment.  Normative Commitment is the employee‘s 
belief that an individual stays with a company ―because I ought to.‖  The third component 
of organization commitment is Continuance Commitment, which is the employee‘s belief 
that they stay with a company ―because I have to.‖   
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The results of the Engelman‘s (2009) survey demonstrated no statistical 
difference between the affective, normative, or continuance commitment of Generation Y 
and the Baby Boomer Generation.  Based on this information, Engelman concluded that 
no significant difference exists in the level of organizational commitment between 
Generation Y and Baby Boomers.  Engelman‘s study supported those of three previous 
researchers:  Allen (2008), Behrens (2009), and Deal (2007).  Other research in this area 
produced by Adams (2006) supported the theory that every generation shows evidence of 
varying degrees of each organizational commitment level.  Since the study was 
conducted during the economic downturn of 2007, the researcher noted that the data 
could have been affected by Baby Boomers working past retirement age and Generation 
Y settling for lesser jobs.  A similar study conducted by Allen (2008) included a larger 
sample size and revealed that, although people think Generation Y ―looks for new jobs 
every year... half of them said they planned to stay at their current organization for the 
next five years‖ (p. 12). 
Engelman (2009) revealed some of the limitations of the survey included an 
unbalanced sample size of 150 respondents from Generation Y and 66 Baby Boomers.  
Also, the survey was conducted during an economic downturn which could have had 
some effect on the responses.   
In summary, Howe and Strauss (2000) worked to define a cyclical cause for the 
generations present in 2011.  Other works points to a linear theory but do not contradict 
the fact that generations exist and portray qualities that other generations do not.  As can 
be seen by both areas of research, generations typically cover a span of about 20 years 
and show variances in the way they act, making them very different from both the cohort 
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before and after.  The generations existing in 2011have seen a drastic change in the way 
in which technology is both adopted and used.  A younger generation is much more adept 
at grasping new technology than its predecessors, which also demonstrates yet another 
difference between the actions of generations.   
Technology’s Effect on Younger Generations 
There is no doubt that our society is moving at a much faster pace than in years 
previous.  Technology prepares children for jobs that may not yet exist.  Often, children 
enter school systems with a better understanding of technology than the teachers.  
Educators are facing many new challenges in the 21
st
 century (Smith, 2006).  Smith states 
that some academics argue the use of a traditional chalkboard may be better than the use 
of PowerPoint slides.  The question then becomes whether the use of some tools in the 
classroom enhance the learning process.  Regardless, the fact technology has infiltrated 
the walls of our schools and has found its place in education is evident in most 
classrooms in America.  
Howe and Strauss (2003) believe the generational differences of today‘s groups 
have a drastic effect on the educational system.  According to Strauss (2005a), the 
differences between generations set up some unique and sometimes conflicting situations 
in the education of our youth.  Boomer parents and Generation X parents have opposing 
views concerning the education of our children.  Boomers are likely to support education 
as a social or symbolic cause, while Generation X members will demand the best 
education for their children.  Generation X will take more interest in education at the 
local level, while Boomers are in support of ―No Child Left Behind.‖  Boomers will want 
to impose change affecting an entire school system, while Generation X will not tolerate 
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a single ineffective teacher.  The two groups also are different when based on educational 
outcomes.  Boomers want to see education that pertains to values and standards, while 
Generation X members are more concerned with life and career skills.  Another 
difference, according to Strauss (2005a), is that Boomers are more likely to work with 
school systems when problems occur, whereas Generation X members will quickly move 
their children to another school system.   
Video Games 
Beck and Wade (2006) concluded that video games have a dramatic effect on the 
actions of both Generation X and the Millennial Generation.  According to Beck and 
Wade (2006), ―92% of American kids from age two to age seventeen have regular access 
to video games.  Only 80% live in households with computers‖ (p. 3).  They propose that 
games have changed the way children of today think.  In contrast to Twenge‘s (2006) 
report in which today‘s children are more narcissistic, Beck and Wade believe kids are 
all right.   
According to Beck and Wade‘s (2006) research, children of the gaming 
generations, display seven habits.  First, video games are created in an environment 
where every individual playing the game has the opportunity to succeed.  Video games 
create a world of trial and error; if one does not win the first time, just start over and try 
again.  They propose that this concept of trial and error follows the young generations 
throughout life.  Second, a survey by Beck and Wade found that gamers are twice as 
likely to believe success is due more to luck.  Third, gamers are very adept at teamwork, 
but they do not always like to follow the rules.  They do not take instruction from their 
elders very well, as they are more prone to learning from within their own group.  Fourth, 
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games teach youth to understand who the boss of the game is; and in most cases, in order 
to move to the next level, they must defeat the current boss.  Beck and Wade conclude 
that this scenario causes problems with authority figures within an organization.  Fifth, 
Beck and Wade believe gamers need to know their place in life or in an organization.  
They need a map, a guide, or some form of metrics showing them where they are and 
how well they are doing.  Sixth, gamers are very aware of their environment; if an object 
is outside of their environment, they may choose to ignore it.  Finally, gamers are used to 
having the option of selecting the right team.  If a team member does not carry their own 
weight, they will quickly find someone else.  According to Beck and Wade, their ultimate 
goal is to win.      
Edery and Mollick (2009) agree with Beck and Wade, citing ―games, and most 
especially video games, not only belong in the workplace, but can make all the difference 
between success and failure‖ (p. 4).  They argue that games drive people to think and 
change the role of thinking from work to fun.  Edery and Mollick cite references from 
Google to the U.S. Military that have utilized games in tedious training tasks, such as 
Google and categorizing images on the web, as well as the complex task of training our 
armed forces to fly a fighter jet.   
According to Prensky (2006), ―In 2004, University of Rochester neuroscientists 
C. Shawn Green and Daphne Bavelier made headlines across the U.S. with their findings 
that playing action, video and computer games positively affects players‘ visual selective 
attention‖ (p. 8).  This means that video games teach children how to selectively tune out 
things in an environment that are unnecessary and focus only on that information 
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important to fulfilling their quest.  Prensky argues that video games involve children in 
ways the current educational system does not. 
In summary, Prensky (2006) argues that video games have had a large affect on 
how children act, not only in the educational system, but also in the work place.  Prensky 
believes games, in particular, have had an effect on the way Generation X and the 
Millennials act.  Video games are just one form of technology adopted by youth.  Other 
technologies also have contributed to our younger generations acting differently than the 
older generations.  Presenting video games as a part of the change in the way generations 
act gives the reader a basis for understanding why recent studies, such as the PEW 
Research, show the defining factor the Millennials attribute to themselves is their 
understanding of technology.  Because youth today are immersed in technology from a 
young age, it is important for researchers to understand the affects of technology on the 
different generations.  
Communication Methods 
One change in technology is the number of communication channels available to 
the different generations and the levels of use of each generation with different 
technology.  Many types of communication methods are available to individuals.  
Arguably, the first change to the way in which humans began to communicate probably 
began with the invention of writing and the delivery of mail.  As the method of 
communication began to rely more and more on technology, the speed of the delivery of 
each message increased.  The invention of the telephone continued the progression of 
speed associated with the invention of new communication technologies.  Prior to the 
telephone and telegraph, two choices existed for communication channels.  One was face-
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to-face communication, and the second was handwritten mail.  Ko, Cho, and Roberts 
(2005) differentiated these two communication types into two categories known as 
human-message interaction and human-human interaction.  Human-human 
communication was defined as any form of communication where an individual talked 
directly to another individual, including face-to-face and telephone conversations.  
Human-message interaction was defined as any form of communication not directly 
associated with a human, such as email and voice mail.   
McMillan and Hwang (2002) identified three dimensions of communication 
constraints:  direction of communication, user control, and time.  The study presented 
here will focus only on face-to-face and technology-based communication, which is 
widely used today.  Four methods of communication will be studied:  face-to-face, 
telephone, email, and text messaging.  Face-to-face communication has been prevalent 
since the dawn of time.  With the technologies present today, the use of face-to-face 
communication is being replaced by the speed of technology to communicate.  The 
transmission speed of messaging replacing slower technologies of delivering messages 
can be seen in the quantity of emails today versus the declining postal service delivery of 
mail.  According to the United States Postal Service, between 2008 and 2009, the postal 
service saw a 9.5 billion item decrease in the ―pieces‖ of mail delivered (United States 
Postal Service). 
Telephone Communication 
The lives of most individuals rapidly change with the creation of the telephone.  
―Telephony was initially categorized as interpersonal mediated communication that is 
interactive person-to-person communication that transcends the limitation of time and 
 29 
 
space‖ (Leung & Wei, 2000, p. 308).  The first patent for a telephone device was 
requested by Alexander Graham Bell in March of 1876.  The first clear transmission of a 
telephone call also was in March of 1876, with the first word ever spoken through 
telephone transmission being ―Mr. Watson, come here, I want to see you‖ (Library of 
Congress, 2010).  From the invention of the first telephone until the telephone occupied 
more than 50% of the households in the U.S., more than 75 years elapsed.  By 1946, only 
half of the U.S. households had access to a telephone.  The life of the landline-based 
telephone was short-lived.  According to a new study by the Pew Research Center (2010), 
41% of the Millennial generation have no home telephone, as compared to 13% of the 
Baby Boomer generation who claim they have no home telephone.  According to the Pew 
study, cellular service has grown to the point where 86% of the total respondents reported 
they owned a cellular phone. 
The first patent for a cellular device was applied for and granted to Nathan B. 
Stubblefield, a melon farmer of Murray, Kentucky, in 1902.  His application was based 
on a type of radio system for caving.  Martin Cooper, a researcher with Motorola, was 
credited with the first cellular phone call in April of 1973.  The first commercial network 
was launched by NTT in Japan in 1979.  Since that time, cellular technology has had a 
rapid growth, reaching 50% market penetration in 2000.  Cellular devices are an 
extension of the typical traditional telephone but are mobile and typically add additional 
features.  First, they allow the user an un-tethered access to voice communication through 
access to voice services from almost any location in the world.  Second, they are capable 
of utilizing text messaging, email, and data such as websites.  
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Electronic Mail Communication 
Electronic mail, often abbreviated as email, is a method of very quickly 
transmitting typewritten communication over distances.  Most email systems are 
considered a ―forward and store‖ type of communication, where the email message is 
forwarded to a receiver‘s email box and waits there to be opened.  The creation date of 
email is generally accepted to be 1966, and adoption of its use has grown rapidly since.  
In 2010, 107 trillion emails were sent.  This is an average of 294 billion email messages 
being sent per day.  Also in 2010, 1.88 billion people utilized email as a form of 
communication, which is an increase in new email users over the previous year.  Internet 
users reported 89.1% of the emails sent were spam messages (Royal Pingdom, 2011).   
Text Messaging  
Text messaging is a way to send short messages from one cellular device to 
another.  The message is similar in transmission to email, but is limited to 127 characters 
or less.  The first text message was claimed to have been sent by Raina Fortini in 1989, 
but this message was not sent to a cellular device but to a pager with numbers read upside 
down on the device.  The University of Queensland in Australia produced a survey 
reporting that text messaging is the most addictive form of technology today and is 
comparable to the addictive level of smoking cigarettes (Smith, 2006).   
The growth of text messaging as a viable source of communication is evident with 
the recent research conducted by the Pew Research Center (2010).  According to their 
study on Millennials, 88% sends text messages, as compared to 51% of the Boomer 
Generation.  Seventy-seven percent of Generation X responded that they used text 
messaging, in contradiction to only 9% of the Silent generation.  On average, Millennials 
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sent about 20 messages per day, Generation X sent 12 messages per day, the Baby 
Boomers sent 5 per day, and the Silent Generation sent less than 1 message per day. 
A variation in the number of text messages sent within the generations also is 
evident.  The PEW (2010) study split the Millennial Generation into two groups: those 
age 18–24 sent on average 40 messages per day, while Millennials age 25–29 sent 12.   
Social Networking Sites  
Social networking sites are locations where online communities with similar 
interests can communicate.  These sites are web-based and provide the user with various 
ways of interaction.  Social networking sites such as MySpace, Facebook, and Twitter 
began as bulletin boards around 1985.  According to PEW Research Center (2010), 75% 
of the Millennials who responded to the survey used social networking sites, as compared 
to 50% of Generation X, 30% of Baby Boomers, and only 6% of the Silent generation.  
Although social networking sites are used by individuals to communicate utilizing 
technology, they have been purposely excluded from this study in order to focus on the 
four primary communication types previously listed.  The study of how generations 
utilize social networking sites allows for future research on generations.   
Communication Theories 
 Humans use a variety of communication methods to convey messages in today‘s 
society.  Communication theorists have developed numerous methods of explaining why 
individuals communicate in different ways.  No direct theories exist pertaining to 
generations‘ use of technology to communicate; however, two communication theories 
help in describing the communication differences between generations.  The Expectancy 
Violations Theory argues that different groups develop social or accepted norms of 
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communication behaviors.  When someone violates the perceived norms, the 
communication may be received differently.  The Uses and Gratification Theory attempts 
to link the anticipated gratification a user expects with the delivery method selected for a 
particular communication method.  Both theories may link generational communication 
differences to communication method selection. 
Expectancy Violations Theory 
When analyzing communication in a particular culture, researchers must 
understand guidelines exist as to how particular cultures communicate messages.  The 
basic principle supporting the Nonverbal Expectancy Violations Theory is that cultures 
create social norms around communication.  When the social norms are violated, the 
receiver may react in different ways depending on the perception and value placed on the 
individual delivering the message.  This theory attempts to explain a person‘s reaction to 
unexpected behavior falling outside the boundaries of what is socially expected.  In 
reviewing this theory on a generational level, generations also have created their 
individual social norms of expectations based on which method of communication is 
generally accepted.  The Expectancy Violations Theory was developed in 1978 by Judy 
K. Burgoon.  According to the theory, ―expectancies may be particularized for an 
individual or general to a language community or subgroup‖ (Johnson & Lewis, 2010, p. 
107). 
―The violation of one‘s expectations causes one to increase cognitive efforts to 
understand the cause and meaning of the observed behavior‖ (Floyd & Voloudakis, 
1999).  Expectancy can be defined as ―a prediction about what will happen in some 
situation‖ (Gigliotti, 1987, p. 365).  Expectancy violations occur when an individual‘s 
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anticipation of another‘s actions differ from what is carried out.  The majority of the 
earlier research conducted about expectancy violation concentrated on non-verbal 
communication (Burgoon & Hale, 1988).  Burgoon and Hale discussed two forms of 
expectancy violation, positive and negative.  If a positive expectancy violation occurs, the 
receiver of the communication will perceive the message to be positive, resulting in more 
favorable communication outcomes.  If a negative expectancy violation occurs, the 
receiver will perceive the message to be negative resulting in a less favorable 
communication outcome.  Both, positive and negative forms, are researched based on the 
delivery of the message, i.e., non-verbal cues to the message and not the content.  The 
key elements in the Nonverbal Expectancy Violations model, according to Burgoon and 
Hale, are expectancy violations, arousal, communicator reward valence, behavior 
interpretation and evaluation, and violation valence.    
Elements to the Expectancy Violations Model 
Expectancies.  An assumption that in ―interpersonal encounters,‖ parties of the 
conversation develop certain expectations and preferences about non-verbal behavior.  
Each person involved has certain expectations about the conversation depending on their 
relationship to the other party.   
Arousal.  If a certain expectation of a conversation is unmet, the ―violation is 
posited to heighten the violatee‘s arousal‖ (Burgoon & Hale, 1988).  This arousal can be 
influenced both positively and negatively.   
Communicator reward valence.  According to Burgoon and Hale (1988), the 
communicator places a certain value on the interaction based on several characteristics 
such as gender, attractiveness, reputation, and status. Behavioral changes will be 
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modified based on whether the communicator perceives the other individual in the 
conversation as a high- or low-reward person.  
Behavior interpretation and evaluation.  Typically, the interpretation of the non-
verbal communication rests on the evaluation of the receiving person.  Interpretation can 
be affected by whether the communication is presented by a high-reward person as 
opposed to a low-reward person.  Expectancy Violation Theory proposes favorable 
reward is given to a high-reward versus a low-reward individual.  
Violation valence.  In a typical pattern based on social norms, most would believe 
that positively evaluated behaviors would produce positive interpretation and negatively 
evaluated behaviors would always produce negative interpretation.  However, this theory 
differs from other non-verbal theories in which extreme negatively evaluated behaviors 
conducted by high-reward communicators can be positively received.  
Based on the Nonverbal Expectancy Violation Theory, Burgoon and Hale (1988) 
found that decreases in nonverbal intimacy communicated detachment while, increases in 
nonverbal intimacy communicated involvement.  The study also suggested that friends, 
or high-reward individuals, were rated as ―more attractive and credible and as expressing 
more favorable relational messages than strangers‖ (p. 65). 
The 1988 study by Burgoon and Hale presented a first hypothesis: 
H1:  Friends are perceived as (a) more attractive, (b) more credible, and (c) 
expressing more intimate/similar, non-aroused/composed, non-dominant and immediate 
relational communication than strangers. 
The population of the study consisted of pairs of undergraduate students from a 
large Midwestern university selecting a friend of his or her choice.  The study was 
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conducted on 15 female-female pairs, 32 male-male pairs, 17 male-female pairs, and 17 
female-male pairs.  The pairs were then given the opportunity to communicate in two 10-
minute conversations, one with their chosen friend and another with a stranger.  The pairs 
were studied based on one being unaware the research project and the second labeled a 
―confederate,‖ who was asked to perform certain functions based on non-immediacy or 
immediacy.  Each participant was placed in a corner chair in a room allowing uninhibited 
movement away from the confederate.  In the conversation, the confederates were to 
discuss a topic in two forms, one of non-immediacy and the other of immediacy.  In the 
non-immediacy conversation, confederates were asked to: 
1. Gradually double the distance between themselves and the other 
2. Adopt an indirect body orientation 
3. Lean backward 
4. Cross their arms 
5. Decrease eye contact compared to the first minute 
In the high immediacy conversation, confederates were asked to: 
1. Halve the distance between themselves and their partner 
2. Maintain a direct body orientation 
3. Lean forward 
4. Assume an open posture 
5. Increase eye contact compared to the first minute 
The result of the study showed that the first hypothesis was supported, 
demonstrating that ―friends were rated as more attractive and credible‖ (Burgoon & Hale, 
1988, p. 65).  
 36 
 
Other research has built upon the foundation of Burgoon and Hale (1988) adding 
that both non-verbal and verbal expectancy violations had an effect on communication.  
Johnson and Lewis (2010) proposed expectancy violations would be increased with 
swearing in the work setting.  The researchers proposed factors associated with 
expectancy violation were: speaker gender, relative status of the speaker and listener, 
situational formality, and the swearing message.   
The population for the study consisted of 59 males and 64 females.  Half of the 
participants were given a survey of statements made by an individual named Jack, and 
the other half were a given statement from Linda.  Half were told Jack or Linda was a co-
worker, while the other half were told Jack or Linda was their supervisor.   
Johnson and Lewis (2010) concluded that listeners viewed some expressions as 
more unexpected than others, and the setting in which the message was set-social or 
formal-had an effect on the expectations of the individual receiving the message.  The use 
of swearing in formal settings was more ―unexpected‘ than in social settings, but the use 
of swearing in any setting did show some level of expectancy violation.  The findings of 
this study help to support the research proposed that method of communication choice 
used by one generation over another, based on message sensitivity, has an effect on non-
verbal expectancy violation.    
Uses and Gratification Theory 
In its most simple form, the Uses and Gratification Theory is a concept in which 
users will choose a media type based on the outcome they expect to gain from it.  The 
Uses and Gratification Theory was developed in the 1940s as a method for understanding 
motives and selection patterns of audiences for a particular media.  The theory‘s original 
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intent was to determine the role and influence of the media and why individuals chose a 
particular media type over another.  According to Ruggiero (2000):  
examples (of using the Uses and Gratification Theory) include Cantril and Allport 
on the radio audience; Waples, Berelson, and Bradshaw on reading; Herzog on 
quiz programs and the gratifications from radio daytime serials; Suchman on the 
motives for listening to serious music; Wolfe and Fiske on children‘s interest in 
comics; Berelson on the function of newspaper reading; and Lazarsfeld and 
Stanton on different media genres. (p. 4)  
Ruggiero stated that beginning research in this area was mostly qualitative in nature and 
attempted to group statements into labeled categories.   
One of the earliest studies on radio listeners was conducted by Lazarsfeld and 
Stanton (1944) and focused on daytime serials in order to learn why individuals chose a 
particular content and what would be gained from the content.  The results of the study 
showed that individuals would chose programs which would fill their needs based on the 
anticipated gratification. 
Another researcher, Herzog (1944), utilized the Uses and Gratification Theory to 
investigate other radio programs.  Her findings indicated a positive correlation could be 
determined between the selection of individual programs on the radio and the anticipated 
gratification by the consumer.   
Many criticisms were leveled at the Uses and Gratification Theory‘s attempt to 
show why users chose different communication sources.  Ruggiero (2000) criticized the 
Uses and Gratification Theory, asserting that the theory: 
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(a) Relied heavily on self-reports, (b) was unsophisticated about the social origin 
of the needs that audiences bring to the media, (c) was too uncritical of the 
possible dysfunction both self and society of certain kinds of audience 
satisfaction, and (d) was too captivated by the inventive diversity of audiences 
used to pay attention to the constraints of the text. (p. 4)  
Ruggiero suggested that the problem with the Uses and Gratification Theory was closely 
related to the form of media being used and a more interactive media, or a media form in 
which the user would gain a response yielding a more positive study.  Ruggiero 
suggested that six different user-oriented areas of interactivity exist: threats, benefits, 
sociability, isolation, involvement, and inconvenience.  Rubin and Windahl (1986) also 
argued the perceived gratification received was enhanced if the method of 
communication was more interactive.  Their research concluded ―dependency on a 
medium or a message results when individuals intentionally seek out information‖ (p. 
187). 
According to Ruggiero (2000), the Uses and Gratification Theory‘s approach to 
defining selection of media type has fallen out of favor over the last several decades, but 
telecommunications and the use of technology could revive the theory.  
Telecommunications, the use of the Internet, gaming, email, and cellular devices are all 
forms of interactive media which promote the use of the Uses and Gratification Theory in 
explaining why people choose one particular communication method over another.  The 
majority of these early studies focused on content type, which was static and required no 
interaction from the audience other than participation or viewing/listening to the material.  
The application of the Uses and Gratification Theory to an interactive media source is a 
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new method, and very little research is currently available highlighting the use of this 
theory.   
Raacke and Bonds-Raacke (2008) attempted to use the Uses and Gratification 
Theory to explain why individuals would choose MySpace or Facebook as what they 
termed a Friend-Networking Site.  During their study, they recruited 116 students from a 
public 4-year college on the East Coast.  Participants were asked to complete a two-part 
packet, the first requesting whether the person currently had a MySpace or Facebook 
account.  Eighty-seven percent of the respondents had an account with one of the social 
networking sites.  Based on the results of the survey, Raacke and Bonds-Raacke were 
able to determine the gratifications of individuals for having one of the sites.  Ninety-six 
percent of the respondents used the social networking sites to keep up with old friends, 
while only eight percent used the sites for dating purposes.  The researchers also pointed 
out that a younger generation was ―more likely to spend more time using online 
communication and are more comfortable doing so compared to older generations‖ (p. 
169). 
A second study conducted by Baxter, Egbert, and Ho (2008), used the Uses and 
Gratification Theory to determine what communication channels college students were 
most likely to use for health related answers.  In the study, 109 college students from a 
large western university were surveyed.  Based on the results, they concluded 3.5% of the 
students used Web pages, 11.1% used print media, 13.1% radio or TV, 18.5% telephone, 
6.1% email, and 47.8% used face-to-face conversation (Baxter, et al., 2008).  A multi-
channel approach was utilized to determine which individuals with health related 
questions will seek out information using different methods based on anticipated 
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gratification.  For the purpose of the study, the researchers focused only on health related 
questions and did not apply any generational or age-based approach to determine if 
different age groups were inclined to use one form of communication over another.   
Summary 
In conclusion, an individual‘s use of technology begins with a choice, which is 
guided by their expected outcome.   As Windahl (1981) suggests, ―The audience member 
is guided by his expectations and by his perception of the media and their content which 
is another way of saying that the communication process to a large extent contains 
subjective choice and interpretations‖ (p. 179).  The expectation of the individual 
choosing the technology can be defined as the gratification the individual anticipates 
receiving from the conversations.  Social norms developed by the generations, as well as 
the culture of the host country, maintain which communication methods are appropriate 
based on message sensitivity.  Contemporary generations have created their own social 
norms in regard to communication methods choice and selection of appropriate method 
of communication.  This difference in social norms creates conflict, as depicted in the 
Expectancy Violation Theory.  If one generation views a particular communication 
delivery method as inappropriate, while another does not, the result is that one generation 
will be evaluated more extremely than the other.  
This study will look at four communication methods currently used to determine 
if a difference exists among generations in their preference of communication method.  
An emphasis also will be placed on utilizing the two communication theories discussed, 
Uses and Gratification and Nonverbal Expectancy Violation, to explain the differences 
between generations‘ communication choices.   
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Chapter III: Methodology 
Introduction 
The purpose of this study was to determine if a difference exists between the 
communication methods of generations based on the sensitivity of the message type.  The 
research was conducted using a survey instrument developed to determine whether a 
generation‘s preference of communication choice can be linked to message sensitivity 
and if generations utilize the four methods of communication differently.  Finally, the 
study reviewed whether generations were utilizing technology to avoid the conflict 
associated with the delivery of sensitive messages.   
Research Questions 
The research for this study was framed around the following five questions:   
1. Are there differences in preferred methods of communication based on 
generational classification? 
2. Does message sensitivity have any effect on preferred method of communication 
chosen by each generation? 
3. Does gender affect the preferred method of communication? 
4. Is there a difference in generational preference of communication method based 
on whether an individual is sending the message or receiving the same message? 
5. Is there any difference in a generation‘s use of technology as a conflict avoidance 
instrument? 
Methodology 
Primary data will be collected from a survey that includes ten categories of 
message sensitivity.  Individuals responding to the survey will answer basic age and 
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gender questions to categorize each.  Ten topics or messages will then be presented to 
each respondent, and they will be asked to rate the sensitivity of the message based on the 
following categories: not sensitive, low sensitivity, some sensitivity, moderately 
sensitive, and highly sensitive.  Next, respondents will be asked to rank their preference 
in use of technology to send and receive the message.  The questions will be asked in 
multiple forms.  The first method will be to ask the individual how they would send a 
particular message based on its sensitivity level.  The respondent will then be asked if any 
methods are not appropriate for sending that type of message.  The second method will be 
to ask the respondent how they would like to receive the same message.  Then they will 
be asked if any methods are inappropriate for someone to send the message to them.  The 
results of the answers will be analyzed using the computer software package SPSS. 
 Sample 
During the spring of 2010, all staff, faculty, and student students in a regional 
Midwest comprehensive university were requested to participate in an online survey.  An 
email was sent to the faculty-all, staff-all, and student-all email lists of the university.  
Dillman (2007) suggested financial incentives significantly increase the return rates of 
surveys.  The email included the opportunity for faculty, staff, and students responding to 
the survey to be entered into a drawing for three gift cards individually valued at $100, 
$75, and $50.  All responses were included in the analysis. 
Description of the Variables 
Independent (Predictor) Variables 
The independent variable was classified as the generation in which the individual 
responding to the survey was categorized.  The categorization was based on question 1 
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from the survey, which asked the participant their age.  Anyone born prior to 1946 was 
classified as the Silent Generation.  Anyone born between the years of 1946 and 1964 
were classified as the Baby Boomer Generation.  Individuals born between the years of 
1965 and 1981 were classified as Generation X, and those born 1982 and after were 
categorized as Millennial.   
Gender was used as the independent variable to answer question 3, to test if 
gender affects the preferred method of communication? 
Dependent Variables 
The dependent variables in this study were message sensitivity and selection of 
communication method used.  The data was collected utilizing the survey instrument to 
determine what preferences each individual selected as well as whether any methods 
were deemed inappropriate for the particular message.  The survey resulted in 118 unique 
responses.  The data was downloaded and entered into the survey package SPSS for 
analysis. 
Validity 
Validity, as defined by several authors, is the measure of an instrument‘s ability to 
be understood as it was intended (Cohen & Swerdlik, 2005; Kazdin, 2003).  In order to 
provide validity of the survey instrument created for this research, a pilot survey was 
given to 20 individuals ranging in age from 23 to 45.  Thirteen of the individuals 
responded and provided feedback on the clarity and meaning of each question.  The 
information from the initial pilot group was provided to faculty members in the 
Communication Department to review and provide feedback.  The final survey was then 
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given as a test/retest in which 31 responses were received and used to provide reliability 
measures for the survey instrument. 
Reliability 
A test/retest survey was given to members of the student body, as well as to 
members of the staff and faculty at the university, to develop a measure of reliability for 
the survey instrument.  The test was issued to the individuals at a 7-day interval.  Thirty-
one members of the test/retest group responded to the survey.  Two methods were used to 
determine a measure of association between the two tests.  For questions on the survey 
which included a two variable response a Kappa coefficient was used.  The Kappa 
coefficient is typically used to give a magnitude of agreement between observers.  Since 
the test/retest method of providing reliability is similar in scope to the two observer 
comparison, a Kappa statistic can be used to evaluate the level of agreement between the 
test and retest survey.  Kappa provided a numerical rating on the degree to which 
variation occurs between two or more independent observers (Viera & Garrett, 2005). 
The Kappa Statistic has met with some opposition by researchers because certain 
scenarios can also produce results appearing inconsistent.  For this reason, the researcher 
has included a second supporting analysis for Kappa results demonstrating percentage 
accuracy of the test/retest answers when Kappa has been used.  The interpretation of the 
Kappa statistic can be found in Table 1. 
  
 45 
 
Table 1 
Interpretation of Kappa 
Kappa Agreement 
<0 Less than chance agreement 
0.01 - 0.20 Slight agreement 
0.21 - 0.40 Fair agreement 
0.41 - 0.60 Moderate agreement 
0.61 - 0.80 Substantial agreement 
0.81 - 0.99 Almost perfect agreement 
On questions where more than two unique responses per item could be returned, 
and on those where scale responses were asked, an Intraclass Correlation Coefficient was 
used.  An Intraclass Correlation Coefficient is best used when membership between data 
is unclear and a Pearson‘s correlation between data may result in different answers when 
the pairs are reversed.  The Intraclass Correlation Coefficient was conducted using a two-
way random single measures analysis, or ICC (2,1).  Reliability data for the survey is 
listed, by question, in Tables 3-12.  The Intraclass Correlation Coefficient scale follows 
in Table 2: 
Table 2 
Intraclass Correlation Coefficient 
ICC Agreement 
0 – 0.2 Poor agreement 
0.3 – 0.4 Fair agreement 
0.5 – 0.6 Moderate agreement 
0.7 – 0.8 Strong agreement 
>.8 Almost perfect agreement 
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Table 3 
Question 2: Are you male or female? 
  Value 
Measure of 
Agreement 
Kappa 1.000 
N of Valid Cases 31 
Table 4 
Question 3:  Realizing that there are different situations in which you communicate on a 
daily basis, overall what is your most preferred method of communication? 
  Value 
Measure of 
Agreement 
Cohen's 
Kappa 
0.6875 
N of Valid Cases 31 
Table 5 
Question 4:  Again, realizing that there are different situations in which you 
communicate on a daily basis, overall what is your least preferred method of 
communication? 
 Value 
Measure of 
Agreement 
Cohen's 
Kappa 
0.7778 
N of Valid Cases 31 
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Table 6 
Question 5:  Below are four primary methods of communication commonly used daily. 
Realizing that there are different situations in which you communicate on a daily basis 
(work, school, personal time, etc.)  Overall, approximately what percent of your daily 
communication would you assign to each communication method below?  The sum of the 
four communication methods below must total 100. 
 
 
Method 
 
Intraclass 
Correlation 
95% Confidence Interval 
Lower 
Bound 
Upper 
Bound 
Telephone 
Single 
Measures 
.857 .724 .928 
Text 
Single 
Measures 
.865 .739 .933 
Email 
Single 
Measures 
.865 .739 .933 
Face-to-
Face 
Single 
Measures 
.831 .679 .915 
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Table 7 
Question 6:  Below are a number of informational topics.  For each use the drop down 
box on the right to indicate the degree you perceive each as a sensitive statement.  For 
the purpose of this and following questions, sensitivity is defined as one which may have 
an effect on your feelings or the feelings of others. 
 
  
Intraclass 
Correlation 
95% 
Confidence 
Interval 
Message 
Lower 
Bound 
Upper 
Bound 
A favorite pet died Single Measures .675 .425 .829 
Ending a dating relationship Single Measures .682 .436 .833 
Getting advice from a close friend 
on a difficult problem 
Single Measures .379 .034 .643 
Terminating an employee Single Measures .614 .336 .793 
Asking someone out on a first date Single Measures .514 .201 .732 
Asking a friend (general friend 
neither close nor distant) a 
question about a generic topic 
Single Measures .591 .305 .780 
Getting advice from a close friend 
about a general topic 
Single Measures .677 .429 .830 
Finding out what your friends are 
doing on Friday night 
Single Measures .581 .291 .773 
A job offer Single Measures .732 .514 .861 
A class assignment Single Measures .637 .370 .807 
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Table 8 
Question 7:  When communicating the following information to someone, which single 
method would you most prefer to use? 
   Cohen‘s  
Kappa Message 
A favorite pet died Measure of Agreement 0.3716 
Ending a dating relationship Measure of Agreement 0.6296 
Getting advice from a close friend on a difficult 
problem 
Measure of Agreement 0.0949 
Terminating an employee Measure of Agreement 0.9355* 
Asking someone out on a first date Measure of Agreement 0.3556 
Asking a friend (general friend neither close nor 
distant) a question about a generic topic 
Measure of Agreement 0.2738 
Getting advice from a close friend about a 
general topic 
Measure of Agreement 0.3333 
Finding out what your friends are doing on 
Friday night 
Measure of Agreement 0.6717 
A job offer Measure of Agreement 0.5825 
A class assignment Measure of Agreement 0.5108 
*Cohen‘s Kappa could not be calculated; therefore percentage agreement was substituted. 
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Table 9 
Question 8:  When communicating the following messages to someone, which of the 
methods(s) would you likely never use?  (Select all that apply) 
 
Percentage Agreement  
(Answered the same test/retest) 
Message 
Face-to-
Face Telephone 
Text 
Message Email 
A favorite pet died 93.55% 87.10% 77.42% 90.32% 
Ending a dating relationship 93.55% 87.10% 83.87% 70.97% 
Getting advice from a close friend 
on a difficult problem 93.55% 87.10% 77.42% 74.19% 
Terminating an employee 93.55% 77.42% 93.55% 70.97% 
Asking someone out on a first date 93.55% 93.55% 77.42% 77.42% 
Asking a friend (general friend 
neither close nor distant) a question 
about a generic topic 96.77% 90.32% 77.42% 96.77% 
Getting advice from a close friend 
about a general topic 93.55% 96.77% 77.42% 96.77% 
Finding out what your friends are 
doing on Friday night 93.55% 93.55% 80.65% 100.00% 
A job offer 93.55% 93.55% 90.32% 83.87% 
A class assignment 83.87% 90.32% 74.19% 90.32% 
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Table 10 
Question 9:  When receiving the following messages, which single method would you 
most prefer the sender use?  (Select only one) 
  Cohen‘s 
Kappa Message 
A favorite pet died Measure of Agreement 0.7000 
Ending a dating relationship Measure of Agreement 0.6329 
Getting advice from a close friend on a difficult 
problem 
Measure of Agreement -0.0606 
Terminating an employee Measure of Agreement 0.6512 
Asking someone out on a first date Measure of Agreement 0.6715 
Asking a friend (general friend neither close nor 
distant) a question about a generic topic 
Measure of Agreement 0.3903 
Getting advice from a close friend about a 
general topic 
Measure of Agreement 0.1558 
Finding out what your friends are doing on 
Friday night 
Measure of Agreement 0.5939 
A job offer Measure of Agreement 0.6259 
A class assignment Measure of Agreement 0.4804 
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Table 11 
Question 10:  When receiving the following messages, which method(s) would you NOT 
want the sender to use?  (Select all that apply) 
 
Percentage Agreement 
(Answered the same test/retest) 
Message 
Face-to-
Face Telephone 
Text 
Message Email 
A favorite pet died 100.00% 90.32% 83.87% 87.10% 
Ending a dating relationship 100.00% 83.87% 87.10% 80.65% 
Getting advice from a close friend 
on a difficult problem 100.00% 96.77% 83.87% 83.87% 
Terminating an employee 100.00% 90.32% 93.55% 74.19% 
Asking someone out on a first date 100.00% 93.55% 87.10% 80.65% 
Asking a friend (general friend 
neither close nor distant) a question 
about a generic topic 96.77% 100.00% 90.32% 93.55% 
Getting advice from a close friend 
about a general topic 100.00% 100.00% 90.32% 90.32% 
Finding out what your friends are 
doing on Friday night 96.77% 93.55% 87.10% 87.10% 
A job offer 100.00% 96.77% 87.10% 74.19% 
A class assignment 93.55% 87.10% 83.87% 100.00% 
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Table 12 
Question 11:  When communicating a sensitive message to someone (a message which 
may have an effect on the feelings of the sender or receiver), how often do you choose 
technology (texting or email to deliver the message rather than talking face-to-face with 
the receiver? 
  
Intraclass 
Correlation 
95% Confidence 
Interval F Test with True Value 0 
Lower 
Bound 
Upper 
Bound Value df1 df2 Sig 
Single 
Measures 
.475 .151 .707 2.813 30 30 .003 
Average 
Measures 
.644 .263 .829 2.813 30 30 .003 
 
With few exceptions, the Intraclass Correlation Coefficient and Kappa values for 
the test/retest survey showed moderate to almost perfect agreement for the instrument; 
therefore, the reliability based on these measures allowed the researcher to proceed with 
the full survey to the staff, faculty, and students of the university.  Another reliability 
measure shown in Table 13 was conducted on the data and presented as percentage 
accuracy based on each question and the number or percentage of responses which 
answered identically on the test/retest. 
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Table 13 
Percent Accuracy (percent individual answered exactly the same on both questions) 
Item Question 
3 
Question 
4 
Question 
5 
Question 
6 
Question 
7 
Question 
9 
Question 
11 
1 80.65% 83.87% 54.84% 67.74% 70.97% 83.87% 54.84% 
2 na Na 61.29% 77.42% 90.32% 87.10% na 
3 na Na 70.97% 45.16% 74.19% 74.19% na 
4 na Na 51.61% 74.19% 93.55% 93.55% na 
5 na Na na 35.48% 77.42% 87.10% na 
6 na Na na 70.97% 48.39% 58.06% na 
7 na Na na 61.29% 54.84% 41.94% na 
8 na Na na 61.29% 77.42% 70.97% na 
9 na Na na 61.29% 74.19% 77.42% na 
10 na Na na 48.39% 74.19% 70.97% na 
Total 80.65% 83.87% 59.68% 60.32% 73.55% 91.13% 54.84% 
Again, the conclusion of the comparison of percentage accuracy shows a moderate to 
high reliable survey instrument.   
 The final reliability analysis utilized by the researcher was to compare the 
reliability of the multipart questions as a whole, since the goal was to review how 
individuals responded to the overall questions as a whole in Chapter IV.  The result of 
this analysis is shown in Table 14.   
Table 14 
Intraclass Correlation Coefficient 
 
  
Intraclass 
Correlation 
95% Confidence 
Interval 
Question 
Lower 
Bound 
Upper 
Bound 
5 Single Measures .898 .858 .928 
6 Single Measures .842 .806 .871 
7 Single Measures .734 .678 .782 
8 Single Measures .671 .639 .700 
9 Single Measures .701 .640 .753 
10 Single Measures .768 .745 .790 
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Based on the reliability analysis conducted, the researcher concluded that the reliability 
of each individual question, when compared as a whole, yielded a reliability ranging from 
substantial to almost perfect. 
Study Limitations 
This study addresses only a small sample of the population using a single 
Midwest regional comprehensive university.  Additional research could be conducted 
using a larger sample with different demographics.  The study also was limited to a 
mostly U.S. population and did not consider that different results may be found when 
studying the population of other countries.  Howe and Strauss (2000) proposed the study 
of generations in the United States was unique based on freedom of choice of the 
population and other cultures may exhibit different generational tendencies.  Additional 
research should be conducted to determine if other cultures exhibit the same findings. 
Summary 
Generational communication differences have been traced as far back as Socrates.  
Contemporary generations not only possess the same communication issues as with the 
days of Socrates, but they use different methods of communications to convey messages.  
The choice of delivery can cause violations in the social norm, as seen by the Expectancy 
Violation Theory.  Different generations‘ use of technology to convey sensitive messages 
may cause unexpected negative delivery of the intended message.  The study was guided 
by five questions to determine whether differences existed in the way the information 
was communicated between generations.  To address these questions, a new survey 
instrument was created and tested for validity and reliability.  The survey was then 
administered to the students, staff, and faculty of the university.  The results of the 
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analyses of the survey respondents are given in the following chapter, and the implication 
of the results are found in Chapter V.   
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Chapter IV: Results 
Introduction 
The purpose of this study was to determine whether generational differences 
existed in the way each generation uses technology to communication.  A new survey 
instrument was created to test the difference in use of communication methods by each 
generation.  The validity and reliability of the instrument was presented in Chapter III.  
Students, faculty, and staff were asked to indicate their preferred method of 
communication and their least preferred based on a sensitivity scale included in the 
survey.  The sensitivity scale was created using a Likert scale to determine if message 
content would change the method of communication chosen by a particular generation.  
The following sections report on the data gathered from the survey. 
Population 
For the study, an email invitation was sent to all students, faculty, and staff 
enrolled or affiliated with the university in the spring of 2011.  Responses were accepted 
for five days, at the end of which the survey was closed with 1,676 respondents.  Due to 
the response rate, no follow up emails were sent.  Of the 1,676 responses, 24 were deleted 
because the first question regarding birth year was entered incorrectly; therefore, a 
correct generational category could not be classified.  The total response rate was 7.3% of 
the university population.  
Descriptive Statistics 
As shown in Table 15, of the 1,652 participants responding to the survey, all 
indicated their gender.  Females comprised 1,214 of the sample, or 73.5%.  The 
remaining 438 were males, representing 26.5%.  The unbalanced response rate of male to 
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female, though not ideal, matched other surveys in which more females tended to respond 
to survey instruments. 
Table 15 
Descriptive Statistics: Gender 
 
Frequency Percent 
Cumulative 
Percent 
Valid Male 438 26.5 26.5 
Female 1214 73.5 100.0 
Total 1652 100.0  
 The sample was separated into the corresponding generation in which each 
individual was recoded into a new variable Generation.  The variable of generations was 
created by coding respondents born between 1900 to 1945 as the Silent Generation, 1946 
to 1964 as Baby Boomers, 1965 to 1984 as Generation X, and 1984 to 1999 as 
Millennials.  All respondents fell into the categories listed above; no respondents were 
born outside these age ranges.  Based on the ranges previously listed and demonstrated in 
Table 16, 27 (1.6%) of the respondents were from the Silent Generation, 261 (15.8%) 
were Baby Boomers, 505 (30.6%) were Generation X, and 859 (52%) were Millennials.  
The Silent Generation‘s population size was low compared to the other generations but 
was representative of the demographics of the university, as represented by Table 17.   
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Table 16 
Descriptive Statistics: By Generation University Sample 
 
Generation Frequency Percent 
Cumulative 
Percent 
Valid Silent 27 1.6 1.6 
Baby Boomer 261 15.8 17.4 
Generation X 505 30.6 48.0 
Millennial 859 52.0 100.0 
Total 1652 100.0  
 Table 17 shows the breakdown of the university population by generation using 
the same year classification as Table 16.  Based on the university population, the sample 
is representative of the population as a whole.  Since the analysis later in this chapter will 
not utilize mean or median scores of the entire population and will look at each 
generation separately, normalization of the sample size is unnecessary and the sample 
representative of the actual population is desired.  
Table 17 
Descriptive Statistics: By Generation University Population Total 
Generation Frequency Percent 
Valid Silent 218 0.9 
Baby Boomer 2,041 8.9 
Generation X 6,146 26.8 
Millennial 14,559 63.4 
Total 22,964 100.0 
 
Analysis  
The research for this study was framed around the following five questions:   
1. Are there differences in preferred methods of communication based on 
generational classification? 
2. Does message sensitivity have any effect on preferred method of communication 
chosen by each generation? 
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3. Does gender affect the preferred method of communication? 
4. Is there a difference in preference of communication method based on whether an 
individual is sending the message or receiving the same message? 
5. Is there any difference in generation‘s use of technology as a conflict avoidance 
instrument? 
The analysis of the data will be grouped based on the survey question‘s relationship to 
the following research questions. 
Analysis Research Question One 
The first question of this research asked, ―Are there differences in preferred 
methods of communication based on generational classification?‖  In order to answer the 
question, a Chi Square analysis was conducted using the generational classification 
compared to question 3 of the survey on most preferred method of communication.  A 
second analysis using Chi Square was then conducted using the generational 
classification compared to the least preferred method of communication.  The results are 
shown in Tables 18 and 19. 
Table 18 
Generation * Most Preferred Communication Crosstabulation 
 
Most Preferred Communication 
Face-to-Face Telephone 
Text 
Message Email 
Silent Count (%) 18 (66.7%) 1 (3.7%) 0 (0%) 8 (29.6%) 
Baby Boomer Count (%) 157 (60.2%) 16 (6.1%) 6 (2.3%) 82 (31.4%) 
Generation X Count (%) 272 (53.9%) 31 (6.1%) 63 (12.5%) 139 (27.5%) 
Millennial Count (%) 554 (64.5%) 45 (5.2%) 177 (20.6%) 83 (9.7%) 
Total Count (%) 1001 (60.6%) 93 (5.6%) 246 (14.9%) 312 (18.9%) 
* Percentages calculated by row. 
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Table 19 
Generation * Least Preferred Communication Cross tabulation 
 
Least Preferred Communication 
Face-to-Face Telephone 
Text 
Message Email 
Silent Count (%) 1 (3.7%) 3 (11.1%) 21 (77.8%) 2 (7.4%) 
Baby Boomer Count (%) 8 (3.1%) 52 (19.9%) 166 (63.6%) 35 (13.4%) 
Generation X Count (%) 34 (6.7%) 172 (34.1%) 199 (39.4%) 100 (19.8%) 
Millennial Count (%) 36 (4.2%) 319 (37.1%) 150 (17.5%) 354 (41.2%) 
Total Count (%) 79 (4.8%) 546 (33.1%) 536 (32.4%) 491 (29.7%) 
* Percentages calculated by row. 
As can be seen, a significant relationship was found between generation and most 
preferred method of communication, χ2 (9, n=1652)=141.496, p<.000.  A significant 
relationship was found also found between generation and least preferred method of 
communication, χ2 (9, n=1652)=273.276, p<.000.  
Analysis Research Question Two 
The second research question asked, ―Does message sensitivity have any effect on 
preferred method of communication chosen by each generation?‖ 
A 5x4x4 Chi Square analysis was conducted using selected message sensitivity of 
each subpart of survey question 6, compared against the corresponding subpart of survey 
question 7, preferred method of sending.  Because this analysis compared the message 
sensitivity marked by each user related to their corresponding sending method, the actual 
question subpart was unimportant.  The question subparts were combined into two 
variables.  The first was the message sensitivity level marked by each individual; the 
second was the sending method.  The dependent variable was the generation sending the 
message.  The resulting analyses are found in Tables 20 to 27. 
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Table 20 
Message Sensitivity Preferred Sending Method 
Silent Generation 
Preferred Sending Method 
Face-to-Face Telephone 
Text 
Message Email 
Not Sensitive Count 
(%) 
18  
(29.5%) 
16 
(26.2%) 
0  
(0.0%) 
27 
(44.3%) 
      
Low Sensitivity Count 
(%) 
12  
(37.5%) 
10 
(31.25%) 
1  
(3.13%) 
9 
(28.13%) 
      
Some Sensitivity Count 
(%) 
20  
(51.28%) 
9 
(23.08%) 
0  
(0.0%) 
10 
(26.54%) 
      
Moderately Sensitive Count 
(%) 
40  
(75.47%) 
10 
(18.87%) 
0  
(0.0%) 
3 
(5.66%) 
      
Highly Sensitive Count 
(%) 
69  
(81.8%) 
8  
(9.41%) 
0  
(0.0%) 
8 
(9.41%) 
* Percentages calculated by row. 
Table 21 
Message Sensitivity Preferred Sending Method 
Baby Boomer 
Preferred Sending Method 
Face-to-Face Telephone 
Text 
Message Email 
Not Sensitive Count 
(%) 
117  
(21.4%) 
134 
(24.5%) 
66  
(12.1%) 
230 
(42.0%) 
      
Low Sensitivity Count 
(%) 
136  
(34.3%) 
107 
(27.0%) 
35  
(8.8%) 
118 
(29.8%) 
      
Some Sensitivity Count 
(%) 
218  
(50.2%) 
105 
(24.2%) 
13 
(3.0%) 
98  
(22.6%) 
      
Moderately Sensitive Count 
(%) 
352  
(66.3%) 
127  
(23.9%) 
8  
(1.5%) 
44  
(8.3%) 
      
Highly Sensitive Count 
(%) 
583  
(83.0%) 
88  
(12.5%) 
6  
(0.9%) 
25  
(3.6%) 
* Percentages calculated by row. 
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Table 22 
Message Sensitivity Preferred Sending Method 
Generation X 
Preferred Sending Method 
Face-to-Face Telephone 
Text 
Message Email 
Not Sensitive Count 
(%) 
213 
(18.2%) 
299 
(5.9%) 
381  
(32.5%) 
278  
(23.7%) 
      
Low Sensitivity Count 
(%) 
261 
(32.8%) 
183  
(23.0%) 
166  
(20.9%) 
185  
(23.3%) 
      
Some Sensitivity Count 
(%) 
536  
(54.2%) 
259 
(26.2%) 
85 
(8.6%) 
109  
(11.0%) 
      
Moderately Sensitive Count 
(%) 
690  
(67.4%) 
201  
(19.6%) 
44  
(4.3%) 
88  
(8.6%) 
      
Highly Sensitive Count 
(%) 
914  
(85.3%) 
100  
(9.3%) 
21  
(2.0%) 
37  
(3.5%) 
* Percentages calculated by row. 
Table 23 
Message Sensitivity Preferred Sending Method 
Millennial 
Preferred Sending Method 
Face-to-Face Telephone 
Text 
Message Email 
Not Sensitive Count 
(%) 
488  
(25.38%) 
258  
(13.42%) 
1032  
(53.67%) 
145  
(7.54%) 
      
Low Sensitivity Count 
(%) 
584  
(38.37%) 
252  
(16.56%) 
541  
(35.55%) 
145  
(9.53%) 
      
Some Sensitivity Count 
(%) 
947  
(57.15%) 
305 
(18.41%) 
264  
(15.93%) 
141 
(8.51%) 
      
Moderately Sensitive Count 
(%) 
1359  
(73.78%) 
269  
(14.60%) 
131  
(7.11%) 
83  
(4.51%) 
      
Highly Sensitive Count 
(%) 
1367  
(83.05%) 
151 
(9.17%) 
79  
(4.8%) 
49  
(2.98%) 
* Percentages calculated by row. 
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Table 24 
Message Sensitivity Preferred Receiving Method 
Silent Generation 
Preferred Receiving Method 
Face-to-Face Telephone 
Text 
Message Email 
Not Sensitive Count 
(%) 
18  
(29.5%) 
14 
(23.0%) 
0  
(0.0%) 
29 
(47.5%) 
      
Low Sensitivity Count 
(%) 
7 
(21.9%) 
14 
(43.8%) 
0  
(0.0%) 
11 
(34.4%) 
      
Some Sensitivity Count 
(%) 
19  
(48.7%) 
9  
(23.1%) 
0  
(0.0%) 
11 
(28.2%) 
      
Moderately Sensitive Count 
(%) 
38  
(71.7%) 
8  
(15.1%) 
0  
(0.0%) 
7 
(13.2%) 
      
Highly Sensitive Count 
(%) 
62  
(72.9%) 
9  
(10.6%) 
0  
(0.0%) 
14 
(16.5%) 
* Percentages calculated by row. 
Table 25 
Message Sensitivity Preferred Receiving Method 
Baby Boomer 
Preferred Receiving Method 
Face-to-Face Telephone 
Text 
Message Email 
Not Sensitive Count 
(%) 
146  
(26.7%) 
143 
(26.1%) 
52 
(9.5%) 
206 
(37.7%) 
      
Low Sensitivity Count 
(%) 
148 
(37.4%) 
104 
(26.3%) 
25 
(6.3%) 
119 
(30.1%) 
      
Some Sensitivity Count 
(%) 
221 
(50.9%) 
118 
(27.2%) 
14 
(3.2%) 
81 
(18.7%) 
      
Moderately Sensitive Count 
(%) 
344 
(64.8%) 
135 
(25.4%) 
 98  
(1.7%) 
43 
(8.1%) 
      
Highly Sensitive Count 
(%) 
573 
(81.6%) 
97 
(13.8%) 
8  
(1.1%) 
24 
(3.4%) 
* Percentages calculated by row. 
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Table 26 
Message Sensitivity Preferred Receiving Method 
Generation X 
Preferred Receiving Method 
Face-to-Face Telephone 
Text 
Message Email 
Not Sensitive Count 
(%) 
308 
(26.3%) 
305 
(26%) 
271 
(23.1%) 
287 
(24.5%) 
      
Low Sensitivity Count 
(%) 
323 
(40.6%) 
182  
(22.9%) 
130 
(16.4%) 
160 
(20.1%) 
      
Some Sensitivity Count 
(%) 
585 
(59.2%) 
232 
(23.5%) 
71 
(7.2%) 
101 
(10.2%) 
      
Moderately Sensitive Count 
(%) 
720 
(70.4%) 
190 
(18.6%) 
40 
(3.9%) 
73 
(7.1%) 
      
Highly Sensitive Count 
(%) 
921 
(85.9%) 
96 
(9.0%) 
23 
(2.1%) 
32 
(3.0%) 
* Percentages calculated by row. 
Table 27 
Message Sensitivity Preferred Receiving Method 
Millennial 
Preferred Receiving Method 
Face-to-Face Telephone 
Text 
Message Email 
Not Sensitive Count 
(%) 
701 
(36.5%) 
262 
(13.6%) 
836 
(43.5%) 
124 
(6.4%) 
      
Low Sensitivity Count 
(%) 
736 
(48.4%) 
258 
(17.0%) 
422 
(27.7%) 
106 
(7.0%) 
      
Some Sensitivity Count 
(%) 
1068 
(64.5%) 
266 
(16.1%) 
212 
(12.8%) 
111 
(6.7%) 
      
Moderately Sensitive Count 
(%) 
1435 
(77.9%) 
211 
(11.5%) 
127 
(6.9%) 
69 
(3.7%) 
      
Highly Sensitive Count 
(%) 
1383 
(84%) 
153 
(9.3%) 
74 
(4.5%) 
36 
(2.2%) 
* Percentages calculated by row. 
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A significant relationship was found between message sensitivity and preferred sending 
method for the Silent Generation, χ2 (12, n=270)=65.337, p<.000.  A significant 
relationship was found between message sensitivity and preferred sending method for the 
Baby Boomer Generation, χ2 (12, n=2610)=696.783, p<.000.  A significant relationship 
was found between message sensitivity and preferred sending method for Generation X, 
χ2 (12, n=5050)=1455.835, p<.000. A significant relationship was found between 
message sensitivity and preferred sending method for the Millennial Generation, χ2 (12, 
n=8590)=2183.614, p<.000.  There was a significant relationship between message 
sensitivity and preferred sending method for the Silent Generation, χ2 (8, n=270)=53.572, 
p<.000.  A significant relationship was found between message sensitivity and preferred 
sending method for the Baby Boomer Generation, χ2 (12, n=2610)=564.316, p<.000.  A 
significant relationship was found between message sensitivity and preferred sending 
method for Generation X, χ2 (12, n=5050)=1114.323, p<.000.  A significant relationship 
was found between message sensitivity and preferred sending method for the Millennial 
Generation, χ2 (12, n=8590)=1561.594, p<.000.  
A separate analysis was conducted to determine whether the generations thought 
any of the methods were inappropriate for sending messages based on the sensitivity.  A 
4x5x2 Chi Square analysis was conducted using selected message sensitivity of each 
subpart of survey question 6, compared against the corresponding subpart of survey 
questions 8 and 10, methods not appropriate for sending or receiving messages.  Because 
this analysis compared the message sensitivity marked by each user, as compared to their 
corresponding dislike for the sending and receiving method, the actual question subpart 
was unimportant.  Tables 28 through 31 show the percentage of respondents who would 
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use a particular method to send a message based on message sensitivity, while Tables 32 
through 35 show the percentage that would dislike receiving messages by a particular 
method. 
Table 28 
Message Sensitivity Preferred Sending Method – Face-to-Face 
Generation Sensitivity Use Not Use 
Silent 
Generation 
 Not Sensitive 98.4% 1.6% 
Low Sensitivity 93.8% 6.3% 
Some Sensitivity 97.4% 2.6% 
Moderately Sensitive 94.3% 5.7% 
Highly Sensitive 95.3% 4.7% 
Total 95.9% 4.1% 
    
Baby Boomer  Not Sensitive 94.0% 6.0% 
Low Sensitivity 96.0% 4.0% 
Some Sensitivity 96.1% 3.9% 
Moderately Sensitive 97.2% 2.8% 
Highly Sensitive 98.7% 1.3% 
Total 96.6% 3.4% 
    
Generation X  Not Sensitive 95.6% 4.4% 
Low Sensitivity 97.2% 2.8% 
Some Sensitivity 97.2% 2.8% 
Moderately Sensitive 98.7% 1.3% 
Highly Sensitive 97.2% 2.8% 
Total 97.1% 2.9% 
    
Millennial  Not Sensitive 95.6% 4.4% 
Low Sensitivity 96.5% 3.5% 
Some Sensitivity 95.4% 4.6% 
Moderately Sensitive 96.7% 3.3% 
Highly Sensitive 96.4% 3.6% 
Total 96.1% 3.9% 
No significant relationship was found between use of face-to-face to convey a 
message and message sensitivity for the Silent Generation, χ2 (4, n=270)=1.969, p<.742.  
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A significant relationship was found between use of face-to-face to convey a message 
and message sensitivity for the Baby Boomer Generation, χ2 (4, n=2610)=22.193, p<.000.  
A significant relationship was found between use of face-to-face to convey a message 
and message sensitivity for Generation X, χ2 (4, n=5050)=18.819, p<.001.  No significant 
relationship was found between use of face-to-face to convey a message and message 
sensitivity for the Millennial Generation, χ2 (4, n=8590)=6.476, p<.166.  
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Table 29 
Message Sensitivity Preferred Sending Method - Telephone 
Generation Sensitivity Use Not Use 
Silent 
Generation 
 Not Sensitive 96.7% 3.3% 
Low Sensitivity 100.0% .0% 
Some Sensitivity 100.0% .0% 
Moderately Sensitive 98.1% 1.9% 
Highly Sensitive 91.8% 8.2% 
Total 96.3% 3.7% 
    
Baby Boomer  Not Sensitive 94.1% 5.9% 
Low Sensitivity 92.9% 7.1% 
Some Sensitivity 94.2% 5.8% 
Moderately Sensitive 93.8% 6.2% 
Highly Sensitive 87.7% 12.3% 
Total 92.2% 7.8% 
    
Generation X  Not Sensitive 91.6% 8.4% 
Low Sensitivity 91.8% 8.2% 
Some Sensitivity 93.7% 6.3% 
Moderately Sensitive 92.2% 7.8% 
Highly Sensitive 88.3% 11.7% 
Total 91.5% 8.5% 
    
Millennial  Not Sensitive 90.2% 9.8% 
Low Sensitivity 89.7% 10.3% 
Some Sensitivity 89.6% 10.4% 
Moderately Sensitive 88.8% 11.2% 
Highly Sensitive 83.8% 16.2% 
Total 88.5% 11.5% 
No significant relationship was found between use of telephone to convey a 
message and message sensitivity for the Silent Generation, χ2 (4, n=270)=8.146, p<.086.  
A significant relationship was found between use of telephone to convey a message and 
message sensitivity for the Baby Boomer Generation, χ2 (4, n=2610)=26.836, p<.000.  A 
significant relationship was found between use of telephone to convey a message and 
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message sensitivity for Generation X, χ2 (4, n=5050)=20.804, p<.000.  A significant 
relationship was found between use of telephone to convey a message and message 
sensitivity for the Millennial Generation, χ2 (4, n=8590)=45.407, p<.000.  
Table 30 
Message Sensitivity Preferred Sending Method – Text Message 
Generation Sensitivity Use Not Use 
Silent 
Generation 
 Not Sensitive 1.6% 98.4% 
Low Sensitivity 9.4% 90.6% 
Some Sensitivity 5.1% 94.9% 
Moderately Sensitive 13.2% 86.8% 
Highly Sensitive 8.2% 91.8% 
Total 7.4% 92.6% 
    
Baby Boomer  Not Sensitive 39.9% 60.1% 
Low Sensitivity 35.9% 64.1% 
Some Sensitivity 22.6% 77.4% 
Moderately Sensitive 13.2% 86.8% 
Highly Sensitive 10.4% 89.6% 
Total 23.0% 77.0% 
    
Generation X  Not Sensitive 70.5% 29.5% 
Low Sensitivity 59.1% 40.9% 
Some Sensitivity 39.9% 60.1% 
Moderately Sensitive 30.1% 69.9% 
Highly Sensitive 24.0% 76.0% 
Total 44.7% 55.3% 
    
Millennial  Not Sensitive 86.7% 13.3% 
Low Sensitivity 77.1% 22.9% 
Some Sensitivity 58.1% 41.9% 
Moderately Sensitive 47.3% 52.7% 
Highly Sensitive 38.8% 61.2% 
Total 61.8% 38.2% 
No significant relationship was found between use of text messaging to convey a 
message and message sensitivity for the Silent Generation, χ2 (4, n=270)=6.120, p<.190.  
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A significant relationship was found between use of text messaging to convey a message 
and message sensitivity for the Baby Boomer Generation, χ2 (4, n=2610)=216.408, 
p<.000.  A significant relationship was found between use of text messaging to convey a 
message and message sensitivity for Generation X, χ2 (4, n=5050)=666.691, p<.000.  A 
significant relationship was found between use of text messaging to convey a message 
and message sensitivity for the Millennial Generation, χ2 (4, n=8590)=1199.317, p<.000.  
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Table 31 
Message Sensitivity Preferred Sending Method – Email 
Generation Sensitivity Use Not Use 
Silent 
Generation 
 Not Sensitive 98.4% 1.6% 
Low Sensitivity 100.0% 0.0% 
Some Sensitivity 97.4% 2.6% 
Moderately Sensitive 96.2% 3.8% 
Highly Sensitive 88.2% 11.8% 
Total 94.8% 5.2% 
    
Baby Boomer  Not Sensitive 87.2% 12.8% 
Low Sensitivity 93.1% 16.9% 
Some Sensitivity 78.1% 21.9% 
Moderately Sensitive 75.9% 24.1% 
Highly Sensitive 63.4% 36.6% 
Total 76.4% 23.6% 
    
Generation X  Not Sensitive 67.6% 32.4% 
Low Sensitivity 67.9% 32.1% 
Some Sensitivity 59.3% 40.7% 
Moderately Sensitive 59.7% 40.3% 
Highly Sensitive 47.7% 52.3% 
Total 60.2% 39.8% 
    
Millennial  Not Sensitive 43.9% 56.1% 
Low Sensitivity 46.7% 53.3% 
Some Sensitivity 43.0% 57.0% 
Moderately Sensitive 35.6% 64.4% 
Highly Sensitive 30.1% 69.9% 
Total 39.8% 60.2% 
A significant relationship was found between use of email to convey a message 
and message sensitivity for the Silent Generation, χ2 (4, n=270)=11.554, p<.021.  A 
significant relationship was found between use of email to convey a message and 
message sensitivity for the Baby Boomer Generation, χ2 (4, n=2610)=111.752, p<.000.  
A significant relationship was found between use of email to convey a message and 
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message sensitivity for Generation X, χ2 (4, n=5050)=117.546, p<.000.  A significant 
relationship was found between use of email to convey a message and message 
sensitivity for the Millennial Generation, χ2 (4, n=8590)=129.357, p<.000.  
Table 32 
Message Sensitivity Preferred Receiving Method – Face-to-Face 
Generation Sensitivity Use Not Use 
Silent 
Generation 
 Not Sensitive 96.7% 3.3% 
Low Sensitivity 100.0% 0.0% 
Some Sensitivity 97.4% 2.6% 
Moderately Sensitive 100.0% 0.0% 
Highly Sensitive 91.8% 8.2% 
Total 96.3% 3.7% 
    
Baby Boomer  Not Sensitive 94.0% 6.0% 
Low Sensitivity 96.7% 3.3% 
Some Sensitivity 97.9% 2.1% 
Moderately Sensitive 97.7% 2.3% 
Highly Sensitive 98.7% 1.3% 
Total 97.1% 2.9% 
    
Generation X  Not Sensitive 96.4% 3.6% 
Low Sensitivity 97.2% 2.8% 
Some Sensitivity 98.1% 1.9% 
Moderately Sensitive 98.8% 1.2% 
Highly Sensitive 98.2% 1.8% 
Total 97.7% 2.3% 
    
Millennial  Not Sensitive 97.7% 2.3% 
Low Sensitivity 97.4% 2.6% 
Some Sensitivity 98.2% 1.8% 
Moderately Sensitive 98.0% 2.0% 
Highly Sensitive 98.4% 1.6% 
Total 98.0% 2.0% 
No significant relationship was found between use of face-to-face to receive a 
message and message sensitivity for the Silent Generation, χ2 (4, n=270)=8.336, p<.080.  
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A significant relationship was found between use of face-to-face to receive a message 
and message sensitivity for the Baby Boomer Generation, χ2 (4, n=2610)=27.513, p<.000.  
A significant relationship was found between use of face-to-face to receive a message 
and message sensitivity for Generation X, χ2 (4, n=5050)=17.416, p<.002.  No significant 
relationship was found between use of face-to-face to receive a message and message 
sensitivity for the Millennial Generation, χ2 (4, n=8590)=5.450, p<..244.  
 75 
 
Table 33 
Message Sensitivity Preferred Receiving Method – Telephone 
Generation Sensitivity Use Not Use 
Silent 
Generation 
 Not Sensitive 96.7% 3.3% 
Low Sensitivity 100.0% 0.0% 
Some Sensitivity 100.0% 0.0% 
Moderately Sensitive 100.0% 0.0% 
Highly Sensitive 90.6% 9.4% 
Total 96.3% 3.7% 
    
Baby Boomer  Not Sensitive 94.3% 5.7% 
Low Sensitivity 92.4% 7.6% 
Some Sensitivity 94.0% 6.0% 
Moderately Sensitive 92.8% 7.2% 
Highly Sensitive 85.9% 14.1% 
Total 91.4% 8.6% 
    
Generation X  Not Sensitive 91.1% 8.9% 
Low Sensitivity 92.7% 7.3% 
Some Sensitivity 93.4% 6.6% 
Moderately Sensitive 92.0% 8.0% 
Highly Sensitive 85.5% 14.5% 
Total 90.8% 9.2% 
    
Millennial  Not Sensitive 90.0% 10.0% 
Low Sensitivity 88.6% 11.4% 
Some Sensitivity 87.6% 12.4% 
Moderately Sensitive 86.7% 13.3% 
Highly Sensitive 78.4% 21.6% 
Total 86.3% 13.7% 
A significant relationship was found between use of telephone to receive a 
message and message sensitivity for the Silent Generation, χ2 (4, n=270)=12.565, p<.014.  
A significant relationship was found between use of telephone to receive a message and 
message sensitivity for the Baby Boomer Generation, χ2 (4, n=2610)=38.793, p<.000.  A 
significant relationship was found between use of telephone to receive a message and 
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message sensitivity for Generation X, χ2 (4, n=5050)=49.034, p<.000.  A significant 
relationship was found between use of telephone to receive a message and message 
sensitivity for the Millennial Generation, χ2 (4, n=8590)=119.161, p<..000.  
Table 34 
Message Sensitivity Preferred Receiving Method – Text Message 
Generation Sensitivity Use Not Use 
Silent 
Generation 
 Not Sensitive 8.2% 91.8% 
Low Sensitivity 15.6% 84.4% 
Some Sensitivity 7.7% 92.3% 
Moderately Sensitive 17.0% 83.0% 
Highly Sensitive 11.8% 88.2% 
Total 11.9% 88.1% 
    
Baby Boomer  Not Sensitive 39.5% 60.5% 
Low Sensitivity 32.3% 67.7% 
Some Sensitivity 20.3% 79.7% 
Moderately Sensitive 17.3% 82.7% 
Highly Sensitive 12.4% 87.6% 
Total 23.4% 76.6% 
    
Generation X  Not Sensitive 66.4% 33.6% 
Low Sensitivity 57.0% 43.0% 
Some Sensitivity 37.5% 62.5% 
Moderately Sensitive 28.5% 71.5% 
Highly Sensitive 22.3% 77.7% 
Total 42.2% 57.8% 
    
Millennial  Not Sensitive 84.8% 15.2% 
Low Sensitivity 75.9% 24.1% 
Some Sensitivity 57.0% 43.0% 
Moderately Sensitive 44.2% 55.8% 
Highly Sensitive 34.8% 65.2% 
Total 59.6% 40.4% 
No significant relationship was found between use of text messaging to receive a 
message and message sensitivity for the Silent Generation, χ2 (4, n=270)=3.197, p<.525.  
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A significant relationship was found between use of text messaging to receive a message 
and message sensitivity for the Baby Boomer Generation, χ2 (4, n=2610)=157.272, 
p<.000.  A significant relationship was found between use of text messaging to receive a 
message and message sensitivity for Generation X, χ2 (4, n=5050)=614.385, p<.000.  A 
significant relationship was found between use of text messaging to receive a message 
and message sensitivity for the Millennial Generation, χ2 (4, n=8590)=1280.065, p<..000.  
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Table 35 
Message Sensitivity Preferred Receiving Method – Email 
Generation Sensitivity Use Not Use 
Silent 
Generation 
 Not Sensitive 98.4% 1.6% 
Low Sensitivity 96.9% 3.1% 
Some Sensitivity 97.4% 2.6% 
Moderately Sensitive 94.3% 5.7% 
Highly Sensitive 89.3% 10.7% 
Total 94.4% 5.6% 
    
Baby Boomer  Not Sensitive 85.9% 14.1% 
Low Sensitivity 85.1% 14.9% 
Some Sensitivity 85.3% 24.7% 
Moderately Sensitive 68.4% 31.6% 
Highly Sensitive 61.1% 28.9% 
Total 73.8% 26.2% 
    
Generation X  Not Sensitive 70.1% 29.9% 
Low Sensitivity 70.3% 29.7% 
Some Sensitivity 58.4% 41.6% 
Moderately Sensitive 59.8% 40.2% 
Highly Sensitive 46.9% 53.1% 
Total 60.9% 39.1% 
    
Millennial  Not Sensitive 45.9% 54.1% 
Low Sensitivity 49.5% 50.5% 
Some Sensitivity 42.0% 58.0% 
Moderately Sensitive 35.3% 64.7% 
Highly Sensitive 27.4% 72.6% 
Total 40.0% 60.0% 
No significant relationship was found between use of email to receive a message 
and message sensitivity for the Silent Generation, χ2 (4, n=270)=7.045, p<.134.  A 
significant relationship was found between use of email to receive a message and 
message sensitivity for the Baby Boomer Generation, χ2 (4, n=2610)=134.826, p<.000.  
A significant relationship was found between use of email to receive a message and 
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message sensitivity for Generation X, χ2 (4, n=5050)=162.208, p<.000.  A significant 
relationship was found between use of email to receive a message and message 
sensitivity for the Millennial Generation, χ2 (4, n=8590)=212.863, p<..000.  
Analysis Research Question Three   
The third research question asked, ―Does gender affect the preferred method of 
communication?‖  To answer the question, a Chi Square analysis was conducted using 
the gender classification compared to question 3 of the survey on most preferred method 
of communication.  A second analysis using Chi Square was then conducted using the 
gender classification compared to the least preferred method of communication.  The 
results are shown in Tables 36 and 37. 
Table 36 
Gender: Most Preferred Method 
  Most Preferred Communication  
Gender  Face-to-Face Telephone Text Message Email Total 
 Male Count 298 15 37 88 438 
%  68.0% 3.4% 8.4% 20.1% 100.0% 
Female Count 703  78 209 224 1214 
%  57.9% 6.4% 17.2% 18.5% 100.0% 
Table 37 
Gender: Least Preferred Method 
  Least Preferred Communication  
Gender  Face-to-Face Telephone Text Message Email Total 
 Male Count 19 128 182 109 438 
%  4.3% 29.2% 41.6% 24.9% 100.0% 
Female Count 60 418 354 382 1214 
%  4.9% 34.4% 29.2% 31.5% 100.0% 
A significant relationship was found between gender and most preferred 
communication method, χ2 (3, n=1652)=27.674, p<.000. A significant relationship was 
found between gender and least preferred method of communication, χ2 (3, 
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n=1652)=22.812, p<.000.  When running the same analysis and adding another layer for 
generation, the analysis produced the following results.  No significant relationship was 
found between gender and most preferred method of communication for the Silent 
Generation, χ2 (2, n=27)=2.700, p<.259.  A significant relationship was found between 
gender and most preferred method of communication for the Baby Boomer Generation, 
χ2 (3, n=261)=15.698, p<.001.  No significant relationship was found between gender and 
most preferred method of communication for Generation X, χ2 (3, n=505)=6.070, p<.108.  
A significant relationship was found between gender and most preferred method of 
communication for the Millennial Generation, χ2 (3, n=859)=13.636, p<.003.  No 
significant relationship was found between gender and least preferred method of 
communication for the Silent Generation, χ2 (3, n=27)=1.466, p<.695.  No significant 
was found relationship between gender and least preferred method of communication for 
the Baby Boomer Generation, χ2 (3, n=261)=4.832, p<.185.  A significant relationship 
was found between gender and least preferred method of communication for Generation 
X, χ2 (3, n=505)=13.584, p<.004.  No significant relationship was found between gender 
and least preferred method of communication for the Millennial Generation, χ2 (3, 
n=859)=4.053, p<.256.  
Analysis Research Question Four 
The fourth research question asked, ―Is there a difference in preference of 
communication method based on whether an individual is sending the message or 
receiving the same message?‖  A 4x4x4 Chi Square analysis was conducted by 
combining questions 7 and 9 into two separate variables.  Because this analysis compared 
the individual‘s choices of sending and receiving the same message type, the actual 
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question subpart was unimportant.  The first variable was the preferred sending method 
based on message; the second was the preferred receiving method for the same message.  
The dependent variable was generation.  The results of the analysis are shown in Tables 
38 to 41. 
Table 38 
Difference in Direction of Method: Silent Generation 
Preferred Sending Method 
Preferred Receiving Method 
Face-to-
Face Telephone 
Text 
Message Email 
Silent 
Generation 
Face-to-
Face 
Count 131 15 0 13 
% Total 48.5% 5.6% 0.0% 4.8% 
      
Telephone Count 9 32 0 12 
% Total 3.3% 11.9% 0.0% 4.4% 
      
Text 
Message 
Count 0 1 0 0 
% Total 0.0% 0.4% 0.0% 0.0% 
      
Email Count 4 6 0 47 
% Total 1.5% 2.2% 0.0% 26.7% 
Note on this table several of the cells had an expected count less than 5. 
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Table 39 
Difference in Direction of Method: Baby Boomer 
Preferred Sending Method 
Preferred Receiving Method 
Face-to-
Face Telephone 
Text 
Message Email 
Baby 
Boomer 
Generation 
Face-to-
Face 
Count 1223 125 18 40 
% Total  46.9% 4.8% 0.7% 1.5% 
      
Telephone Count 133 365 19 44 
% Total 5.1% 14.0% 0.7% 1.7% 
      
Text 
Message 
Count 23 29 55 21 
% Total 0.9% 1.1% 2.1% 0.8% 
      
Email Count 53 78 16 368 
% Total 2.0% 3.0% 0.6% 14.1% 
Table 40 
Difference in Direction of Method: Generation X 
Preferred Sending Method 
Preferred Receiving Method 
Face-to-
Face Telephone 
Text 
Message Email 
Generation 
X 
Face-to-
Face 
Count 2351 174 38 51 
% Total 46.6% 3.4% 0.8% 1.0% 
      
Telephone Count 308 632 39 63 
% Total 6.1% 12.5% 0.8% 1.2% 
      
Text 
Message 
Count 105 119 410 63 
% Total 2.1% 2.4% 8.1% 1.2% 
      
Email Count 93 80 48 476 
% Total 1.8% 1.6% 1.0% 9.4% 
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Table 41 
Difference in direction of method: Millennial 
Preferred Sending Method 
Preferred Receiving Method 
Face-to-
Face Telephone 
Text 
Message Email 
Millennial 
Generation 
Face-to-
Face 
Count 4286 260 134 65 
% Total 49.9% 3.0% 1.6% 0.8% 
      
Telephone Count 451 641 111 32 
% Total 5.3% 7.5% 1.3% 0.4% 
      
Text 
Message 
Count 459 188 1352 48 
% Total 5.3% 2.2% 15.7% 0.6% 
      
Email Count 127 61 74 301 
% Total 1.5% 0.7% 0.9% 3.5% 
There was a significant relationship between preferred method of sending a 
message and preferred method of receiving the same message for the Silent Generation, 
χ2 (6, n=270)=207.103, p<.000.  There was a significant relationship between preferred 
method of sending a message and preferred method of receiving the same message for the 
Baby Boomer Generation, χ2 (9, n=2610)=2670.656, p<.000.  There was a significant 
relationship between preferred method of sending a message and preferred method of 
receiving the same message for Generation X, χ2 (6, n=5050)=5952.775, p<.000.  There 
was a significant relationship between preferred method of sending a message and 
preferred method of receiving the same message for the Millennial Generation, χ2 (9, 
n=8590)=8770.831, p<.000. 
Analysis Research Question Five 
The fifth research question asked, ―Is there any difference in a generation‘s use of 
technology as a conflict avoidance instrument?‖  To answer the question, a Chi Square 
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analysis was conducted using the generational classification compared to question 11 of 
the survey.  Question 11 asked individuals to respond to how often they would use 
communication methods that involved technology to avoid a question that may cause 
discomfort to the feelings of the sender or the receiver of the message.  The results are 
shown in Table 42. 
Table 42 
Technology to Avoid Conflict 
 
Technology to Avoid Conflict 
Never Rarely Sometimes Often Always 
Silent Count 11 11 2 1 1 
% Avoid Conflict 42.3% 42.3% 7.7% 3.8% 3.8% 
       
Baby 
Boomer 
Count 73 131 46 11 0 
% Avoid Conflict 28.0% 50.2% 17.6% 4.2% 0% 
       
Generation 
X 
Count 74 247 144 37 3 
% Avoid Conflict 14.7% 48.9% 28.5% 7.3% .6% 
       
Millennial Count 61 381 294 120 2 
% Avoid Conflict 7.1% 44.4% 34.3% 14.0% .2% 
A significant relationship was found between gender and least preferred method 
of communication, χ2 (12, n=1650)=147.018, p<.000.  
Summary 
 Information and research relating to the study of generations is limited.  
Therefore, a survey to study the methods in which generations communicate was created 
and administered to the faculty, staff, and students of a Midwest regional comprehensive 
university during the spring of 2011.  The survey was released to 22,964 individuals via 
email with an electronic link to complete the survey.  The number of responses received 
was 1676.  Since the survey was not created to predict the outcomes of future 
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generations, several Chi Square analyses were conducted on the data to demonstrate the 
actions of current generations.  The results were presented in this chapter.  Chapter V will 
elaborate on the conclusions and present the findings as they apply to the research 
questions and the data in this chapter. 
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Chapter V: Discussions and Conclusions 
Introduction 
The study of generations has intrigued scholars for centuries.  Based on quotes 
attributed to Plato presented in an earlier chapter, it would be easy to imagine Plato and 
Socrates discussing the issues related to the rebellion of the younger generation almost 
2500 years ago.  The battle we see between parents and children today is not unique to 
the current generations; however, the technology adoption of today‘s youth is very 
different from the time of Plato.  Children of today travel connected, not only to their 
iPods and other gadgets, but to their friends, families, and acquaintances.  
Communication is far easier and faster than the days of the horse and buggy, when many 
miles separated the nearest neighbor.  The younger generation not only has instant access 
to close friends, they have the ability to communicate thousands of miles away in 
milliseconds.  They have choices of communication methods which were not available 
when the Boomer or Silent Generation was the same age.   
For the first time in history, four generations occupy schools and workplace 
environments, each with their own individual and unique social norm.  Each brings to the 
proverbial ―table‖ an intriguing set of ideas and capabilities.  The more mature boomers 
have an unstoppable work ethic, Generation X has an unequivocal problem-solving 
ability, and the Millennials have an insatiable understanding of technology.   
Understanding the uniqueness of generations becomes imperative to the success 
of schools and organizations.  Children enter the open doors of our school systems with a 
deep understanding of technology, sometimes more so than the faculty teaching them.  
Corporations continue the search for blue oceans which are more difficult to find; thus, 
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gaining a competitive edge becomes more and more elusive.  Once a generation can be 
understood, leaders can better understand expected outcomes anticipated by each 
generation and use those to gain the competitive edge needed to succeed. 
The research contained here was designed to add to a growing body of knowledge 
on generations.  In order to understand differences between generations, researchers must 
assess the communication methods each generation uses on a daily basis.  Two 
communication theories were proposed as methods helping to define why one generation 
may choose a different communication method over another.  The research contained 
here demonstrates that each generation has a unique social norm that defines the 
communication methods generations prefer when sending and receiving information.  
The research also uses the communication theories discussed as a framework for 
explaining why generations choose different communication methods.   
Summary of the Study 
Discussion and Implications 
Research Question One 
The first research question asked, ―Are there differences in preferred methods of 
communication based on generational classification?‖  A 4x4 Chi Square test was 
conducted on respondents‘ answers to question 3 and 4 of the survey instrument.  The 
question asked the most preferred and least preferred methods of communication and 
compared the responses to the generation in which the individual was born.  The Silent, 
Baby Boomer, and Millennial Generation answered similarly about face-to-face 
communication, with between 60% and 66% stating this was their preferred method of 
communication.  Generation X, following along the lines proposed by Strauss and Howe 
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(1991) of being the loner generation, responded with only 53% preferring face-to-face 
communication.  The Silent, Baby Boomer, and Generation X responded similarly about 
email, with approximately 30% of each preferring email communication.  The 
Millennials flipped the table, with more Millennials preferring text messaging over email.  
For all generations, less than 7% preferred telephone communications as their primary 
communication method. 
In the least preferred method of communication category, the Silent and Baby 
Boomer generations demonstrated their dislike for text messaging, with 78% and 64%, 
respectively, least preferring text messaging as the preferred method of communication.  
Generation X‘s least preferred method of communication was equally split between 
telephone and text message, the survey results were 34% and 38%, respectively.  The 
Millennial Generation was not unanimous on a single method of communication they 
disliked; the research demonstrated a 3-way tie between telephone (33%), text message 
(32.4%), and email (29.7%).  
Based on the research, it is apparent that differences exist in the most and least 
preferred methods of communication chosen by generations.  The trend demonstrated 
shows a break between the adoption rate of email used by the Silent, Baby Boomer, and 
Generations X, as compared with the trend of the Millennials to be more accepting of text 
messaging.   
Research Question Two 
The second research question asked, ―Does message sensitivity have any effect on 
preferred method of communication chosen by each generation?‖  In order to answer this,  
the researcher used a 5x4x4 Chi Square test to determine if message sensitivity had any 
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effect on the communication method chosen by each generation.  Because this analysis 
compared the message sensitivity chosen by each user to their corresponding sending or 
receiving method, the actual question was not important.  The question subparts were 
combined into two variables:  sensitivity, and preferred method.  It was apparent that, as 
the sensitivity of the message increased from not sensitive to highly sensitive, all 
generations preferred face-to-face communication, with each choosing face-to-face for 
highly sensitive messages at over 80%.  The difference between generations, again, was 
the adoption of text messaging as a form of communication by the Millennial Generation.  
At low sensitivity levels, the Silent and Baby Boomer generations equally favored 
telephone and email as communication methods.  Generation X first demonstrated the 
shift toward texting, equally preferring telephone, text messaging, and email at the lower 
sensitivity level.  The Millennial Generation continued the trend started by Generation X, 
choosing text messaging over email and telephone at the lower sensitivity level.   The 
research shows a trend that should continue to be monitored by future research.  Even 
though the next generation has yet to be named, if this trend were to continue, it could 
cause even greater conflict between the new generation and the Baby Boomer generation.  
Research Question Three 
The third research question asked, ―Does gender affect the preferred method of 
communication?‖  In order to answer the question, a Chi Square analysis was conducted 
using the classification of gender compared to question three asking the most preferred 
method of communication.  A second analysis using Chi Square was then conducted 
using the classification of gender compared to the least preferred method of 
communication.  The research conclusion was the same as many books such as, Men are 
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from Mars, Women are from Venus:  men are somewhat different than women when 
analyzing communication of the opposite sexes.  Male participants preferred face-to-face 
communication about 10% more than females, while female participants chose text 
messaging about 10% more than males.  In the least preferred communication method, 
10% more men disliked text messaging than women.   
Research Question Four 
The fourth research question asked, ―Is there a difference in preference of 
communication method based on whether an individual is sending the message or 
receiving the same message?‖  Because this analysis compared the individual‘s choices 
of sending and receiving the same message type, the actual question again was not 
important and, thus, omitted.  The variables used in this analysis were sending method of 
communication, receiving method of communication, and generation.  The analysis 
compared sending and receiving preferences of each generation and then categorized the 
data by generation.  Approximately 50% of all generations enjoyed sending and receiving 
the same message face-to-face, which means face-to-face communication is equally 
enjoyed by all.  The Silent Generation and the Baby Boomer Generation did not prefer 
text messaging as a sending and receiving preference, while 8% of Generation X and 
16% of the Millennial Generation stated this as their preferred sending and receiving 
method. An interesting finding of this research was that the Millennials who enjoyed 
sending text messages did not always want to receive the same message by text message.  
Of the Millennials, 5.3% stated that the same message they sent by text message, they 
would rather receive face-to-face.   
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Research Question Five 
The fifth research question asked, ―Is there any difference in generation‘s use of 
technology as a conflict avoidance instrument?‖  In order to answer, a 4x5 Chi Square 
test was conducted comparing question 11, which was based on using technology to 
avoid conflict, with the generational classification.  The result was easily apparent, with 
85% of the Silent Generation and 78% of the Baby Boomer Generation responding they 
never or rarely used technology to avoid conflict.  Thirty-six percent of Generation X 
responded they sometimes, or often, use technology to avoid conflict, compared to 48% 
of the Millennial Generation.  The data show a trend for the younger generation to rely on 
technology to avoid conflict more than the older generations.  Again, future research 
should closely monitor these trends. 
 Additional Findings 
One of the questions asked in the survey instrument was designed to determine 
whether any methods of communication used by the generations were inappropriate for 
messages, depending on message sensitivity.  A 4x4x5 Chi Square test was conducted, 
and the results are shown in Figure 1.   
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Figure 1.  Inappropriate Methods of Communication by Generation 
 
A trend for the adoption of text messaging at all sensitivity levels was demonstrated 
beginning with the Silent Generation, which showed little text message use for all 
sensitivity levels, to the Millennial Generation, which was more accepting of the use of 
text messaging at all sensitivity levels. Also, it is interesting to note another trend from 
the Silent Generation to the Millennials was the dislike of email at all sensitivity levels by 
the younger generation. 
Limitations 
This study addresses only a small sample of the population using a single 
Midwest regional comprehensive university.  Additional research should be conducted 
using a larger sample with different demographics.  The research also was limited to a 
United States population and did not consider different results that might occur when 
studying the population of other countries.  Strauss and Howe (1991) felt the study of 
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generations in the United States was unique based on freedom of choice and that different 
cultures may exhibit different generational tendencies.   
The research sample was chosen from a university environment and could be 
considered more highly educated than a normal population sample.  The sample choice 
was based on convenience and could be expanded to include one not affiliated with the 
university environment to confirm the results of this study. 
Suggestions for Future Research 
The study of generations is exciting study, with many avenues available to add to 
the growing body of research.  Generations have formed social norms unique to events 
that have occurred during their life and cause them to act in a particular way.  These 
actions set each generation apart from others.  Additional studies could be conducted at 
other universities across the United States to determine if geographical location would 
change the results.  Also, studies of other cultures may produce additional valuable 
information.  More research could be conducted to compare this study with 
communication theories to help solidify why generations choose different communication 
methods.  The research also could be expanded to a larger population size not affiliated 
with a university to determine if access to technology effects the data.   
Conclusion 
This study began with an investigation of previous research on generations dating 
back to quotes attributed to Plato.  Much of the previous research had generalized the 
actions of generations based on social norms or linear projections of how generations 
were expected to act.  In the early stages of the literature review, the researcher attempted 
to find research that associated generational norms and actions with current 
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communication theories.  However, no theories had been directly tied to generational 
tendencies.  The research presented here has attempted to fill a portion of that void and to 
add to the body of available research on communication between generations.  The 
conclusions show a significant association exists between method of communication, 
sensitivity of message, generation, and gender.  In following the Nonverbal Expectancy 
Violation Theory, this study demonstrates social norms or expectations of message 
delivery methods have been developed by the present generations.  Today, each 
generation has certain expectations of what methods of communication are acceptable 
based on method type and sensitivity level.  If one generation‘s social norms differ from 
others, the delivery of a particular message outside of the generational boundaries has the 
potential to be misinterpreted by the receiving generations, thus, creating unnecessary 
conflict.  This interpretation of the message delivery, based on the nonverbal delivery 
choice, supports the Behavior Interpretation and Evaluation as suggested by the 
Nonverbal Expectancy Violation Theory.  Leaders and educators must understand that 
differences exist between the generations and each has created its own social norm.   
This research also has presented evidence that a younger generation is more likely 
to use technology to avoid the conflict associated with the delivery of a sensitive 
message. Because of the younger generations‘ demonstrated use of technology to avoid 
conflict, students graduating from today‘s university systems may not possess certain 
skill sets of previous graduates.  Therefore, educational systems should investigate 
adding course work to the curriculum that teaches the younger generation accepted 
guidelines for communicating conflicting messages in the workplace.  Leaders in 
organizations must understand the differences in social norms between generations when 
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developing cross generational work teams in order to reduce possible conflicts.  Future 
research should investigate the outcomes associated with the conflict caused by using 
communication methods one generation may choose but the other believes to be 
inappropriate.   
This research also has demonstrated that as the sensitivity of the message 
increases, each generation is more likely to choose face-to-face as the preferred method 
for message delivery.  However, the younger generations are more accepting of other 
technology than the older generations.  If the trend continues into the future, the risk of 
conflict between generations will be increased.   
The research presented in this study supports the Uses and Gratification Theory.  
Individuals choose a method of communication based on the gratification they expect to 
receive.  The support for this theory is tied to the findings presented that demonstrate the 
younger generation chooses technology to avoid conflict associated with the delivery of a 
sensitive message.  The gratification expected by this younger generation is the 
avoidance of the discomfort associated with the delivery of a message that may hurt the 
feelings of the sender or the receiver.  The older generation may expect a different 
gratification; thus, additional research should be conducted to yield a deeper association 
of the gratification expected with the method of communication chosen by each 
generation.   
Finally, the results of this study help to explain differences associated with 
generations.  As with most studies, this research answers some questions, as well as 
opens the door to future research.   The study is a useful tool demonstrating differences 
between the social norms of current generations.  Our generations today are not identical, 
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nor have any ever been identical.  Leaders should understand the conveyance of 
information is not always as simple as the idea that one communication method will be 
equally as successful at delivering a message to all groups, as each generation utilizes 
methods differently.  Also, the supposition that Millennials are always texters and less 
adept at face-to-face conversations is misleading, especially because the research 
presented here shows Millennials equally choose face-to-face over other communication 
methods as message sensitivity increases.  In closing, it was the intent of the researcher to 
open the reader‘s eyes to generational differences, ones demonstrated in this study as well 
as new ones individuals may find on their own. 
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Appendix  
Appendix A. Survey Email 
Your participation in a brief research survey about generational communication 
will help me complete my degree at Western Kentucky University.  The survey 
should only take a few minutes of your time.  If you choose to participate in the survey, 
your response will be completely anonymous.  If you select to participate, upon 
completion of the survey you will be asked if you would like to submit your name for a 
drawing.  If you choose to submit your name, you will be placed in a drawing for one of 
three Wal-Mart gift cards valuing $100, $50, and $25. 
The following link will take you to the survey, at any time prior to completing the 
survey you may exit and your answers will not be recorded. 
https://wku.qualtrics.com/SE/?SID=SV_2mCdxVi6oAEUlpO  
There are no known risks for your participation in this research study. The 
information collected may not benefit you directly, but will contribute to other research 
on communication between generations. The information you provide will enable us to 
understand differences in the way generations communicate.   
Your response will be completely confidential. The survey contains no personal 
information; therefore participation in the survey is completely anonymous. Taking part 
in this study is voluntary. If you are under the age of 18, please do not participate in the 
study.  By completing this survey you agree to take part in this research study. You do 
not have to answer any questions which make you uncomfortable. You may choose not to 
take part at all. If you decide to be in this study you may stop taking part at any time. If 
you decide not to be in this study or if you stop taking part at any time, you will not lose 
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any benefits for which you may qualify.  If you have any questions, concerns, or 
complaints about the research study, please contact:  Dr. Randy Capps at 270-745-
3061.  If you have any questions about your rights as a research subject, you may call the 
WKU Compliance Manager at (270) 745-2129.  
Refusal to participate in this study will have no affect on any future services you 
may be entitled to from Western Kentucky University.  Anyone who agrees to participate 
in this study is free to withdraw from the study at any time with no penalty.   
Thanks, 
Edwin Craft Ed.D. Candidate 
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Appendix B. Survey 
Q1 In what year were you born? 
 
Q2 Are you: 
 Male (1) 
 Female (2) 
 
Q3 Realizing that there are different situations in which you communicate on a 
daily basis, overall what is your most preferred method of communication? 
 Face-to-face (1) 
 Telephone (2) 
 Text Message (3) 
 Email (4) 
 
Q4 Again, realizing that there are different situations in which you communicate 
on a daily basis, overall what is your least preferred method of communication 
 Face-to-face (1) 
 Telephone (2) 
 Text Message (3) 
 Email (4) 
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Q5 Below are 4 primary methods of communication commonly used 
daily. Realizing that there are different situations in which you communicate on a daily 
basis (work, school, personal time, etc.)  Overall, approximately what percent of your 
daily communication would you assign to each communication method below?  The sum 
of the 4 communication methods below must total 100. 
______ Telephone (1) 
______ Email (2) 
______ Text Message (3) 
______ Face-to-Face (4) 
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Q6 Below are a number of informational topics.  For each use the drop down box 
on the right to indicate the degree you perceive each as a sensitive statement.   For the 
purpose of this and following questions, sensitivity is defined as one which may have an 
effect your feelings or the feelings of others. 
 Not 
Sensitive (1) 
Low 
Sensitivity (2) 
Some 
Sensitivity (3) 
Moderately 
Sensitive (4) 
Highly 
Sensitive (5) 
A favorite pet 
died (1) 
          
Ending a dating 
relationship (2) 
          
Getting advice 
from a close 
friend on a 
difficult 
problem (3) 
          
Terminating an 
employee (4) 
          
Asking 
someone out on 
a first date (5) 
          
Asking a friend 
(general friend 
neither close 
nor distant) a 
question about a 
generic topic (6) 
          
Getting advice 
from a close 
friend about a 
general topic (7) 
          
Finding out 
what your 
friends are 
doing on Friday 
night (8) 
          
A job offer (9)           
A class 
assignment (10) 
          
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Q7 When communicating the following information to someone, which single 
method would you most prefer to use?  (Select only one for each message) 
 Face-to-Face (1) Telephone (2) Text Message (3) Email (4) 
A favorite pet 
just died (1) 
        
Ending a dating 
relationship (2) 
        
Getting advice 
from a close 
friend on a 
difficult 
problem (3) 
        
Terminating an 
employee (4) 
        
Asking someone 
out on a first 
date (5) 
        
Asking a friend 
(general friend 
neither close nor 
distant) a 
question about a 
generic topic (6) 
        
Getting advice 
from a close 
friend about a 
general topic (7) 
        
Finding out 
what your 
friends are 
doing on Friday 
night (8) 
        
You would like 
to offer 
someone a job 
(9) 
        
Asking someone 
about a class 
assignment (10) 
        
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Q8 When communicating the following messages to someone, which of the 
method(s) would you likely never use?  (Select all that apply) 
 Face-to-Face (1) Telephone (2) Text Message (3) Email (4) 
A favorite pet 
died (1) 
        
Ending a dating 
relationship (2) 
        
Getting advice 
from a close 
friend on a 
difficult 
problem (3) 
        
Terminating an 
employee (4) 
        
Asking 
Someone out on 
a first date (5) 
        
Asking a friend 
(general friend 
neither close nor 
distant) a 
question about a 
generic topic (6) 
        
Getting advice 
from a close 
friend about a 
general topic (7) 
        
Finding out 
what your 
friends are 
doing on Friday 
night (8) 
        
You would like 
to offer 
someone a job 
(9) 
        
Asking someone 
about a class 
assignment (10) 
        
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Q9 When receiving the following messages, which single method would you most 
prefer the sender use?  (Select only one) 
 Face-to-Face 
(1) 
Telephone (2) Text Message (3) Email (4) 
A favorite pet died 
(1) 
        
Ending a dating 
relationship (2) 
        
Getting advice 
from a close friend 
on a difficult 
problem (3) 
        
Terminating an 
employee (4) 
        
Asking Someone 
out on a first date 
(5) 
        
Asking a friend 
(general friend 
neither close nor 
distant) a question 
about a generic 
topic (6) 
        
Getting advice 
from a close friend 
about a general 
topic (7) 
        
Finding out what 
your friends are 
doing on Friday 
night (8) 
        
Someone would 
like to offer you a 
job (9) 
        
Someone would 
like to ask you 
about a class 
assignment (10) 
        
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Q10 When receiving the following message, which method(s) would you NOT 
want the sender to use?  (Select all that apply) 
 Face-to-Face (1) Telephone (2) Text Message (3) Email (4) 
A favorite pet 
died (1) 
        
Ending a dating 
relationship (2) 
        
Getting advice 
from a close 
friend on a 
difficult 
problem (3) 
        
Terminating an 
employee (4) 
        
Asking 
Someone out on 
a first date (5) 
        
Asking a friend 
(general friend 
neither close nor 
distant) a 
question about a 
generic topic (6) 
        
Getting advice 
from a close 
friend about a 
general topic (7) 
        
Finding out 
what your 
friends are 
doing on Friday 
night (8) 
        
Someone would 
like to offer you 
a job (9) 
        
Someone would 
like to ask you 
about a class 
assignment (10) 
        
 
 106 
 
 
Q11 When communicating a sensitive message to someone (a message which 
may have an effect on the feelings of the sender or receiver), how often do you choose 
technology (texting or email) to deliver the message rather than talking face-to-face with 
the receiver? 
 Never (1) 
 Rarely (2) 
 Sometimes (3) 
 Often (4) 
 Always (5) 
  
 107 
 
Appendix C. IRB Approval 
WESTERN KENTUCKY UNIVERSITY 
Institutional Review Board 
Office of Research 
301 Potter Hall 
270-745-4652; Fax 270-745-4211 
E-mail:  Paul.Mooney@wku.edu 
 
In future correspondence, please refer to HS11-137, January 28, 2011 
 
Edwin Thomas Craft 
c/o Dr. Capps 
Communications Technologies 
WKU 
                     
Edwin Thomas Craft: 
 
Your research project, Understanding Inter and Intra Generational Communication Using a Framework of 
Message Sensitivity, was reviewed by the HSRB and it has been determined that risks to subjects are:  (1) 
minimized and reasonable; and that (2) research procedures are consistent with a sound research design and 
do not expose the subjects to unnecessary risk.  Reviewers determined that:  (1) benefits to subjects are 
considered along with the importance of the topic and that outcomes are reasonable; (2) selection of 
subjects is equitable; and (3) the purposes of the research and the research setting is amenable to subjects‘ 
welfare and producing desired outcomes; that indications of coercion or prejudice are absent, and that 
participation is clearly voluntary. 
 
1.     In addition, the IRB found that you need to orient participants as follows: (1) signed informed consent 
is not required; (2) Provision is made for collecting, using and storing data in a manner that protects 
the safety and privacy of the subjects and the confidentiality of the data. (3) Appropriate safeguards are 
included to protect the rights and welfare of the subjects. 
 
This project is therefore approved at the Exempt from Full Board Review Level. 
 
2.     Please note that the institution is not responsible for any actions regarding this protocol before 
approval.  If you expand the project at a later date to use other instruments please re-apply.  Copies of 
your request for human subjects review, your application, and this approval, are maintained in the 
Office of Sponsored Programs at the above address. Please report any changes to this approved 
protocol to this office.  A Continuing Review protocol will be sent to you in the future to determine the 
status of the project. Also, please use the stamped approval forms to assure participants of compliance 
with The Office of Human Research Protections regulations. 
 
Sincerely, 
 
 
 
Paul J. Mooney, M.S.T.M. 
Compliance Manager 
Office of Research 
Western Kentucky University 
 
 
cc:  HS file number Craft HS11-137 
 
  
 108 
 
Appendix D. IRB Continuing Review Approval 
 
 109 
 
 
 
  
 110 
 
References 
Adams, K. (2006). The relationship between organizational commitment, generational 
group, and past military experience. Available from Dissertations & Theses: Full 
Text Database. (Publication No. AAT3244421). 
Allen, A. (2008). Redefining the rules of the generation game. People Management, 14, 
12-13. 
Bauerlein, M. (2008). The dumbest generation: How the digital age stupefies young 
Americans and jeopardizes our future (Or, don't trust anyone under 30). New 
York: Penguin Group. 
Baxter, L., Egbert, N., & Ho, E. (2008). Everyday health communication experiences of 
college students. Journal of American College Health, 56, 427-435. 
Beck, J. C., & Wade, M. (2006). The kids are alright. Boston: Harvard Business School 
Press. 
Behrens, W. (2009). Managing millennials. Marketing Health Services, 29(1), 19-21. 
Burgoon, J. K., & Hale, J. L. (1988). Nonverbal expectancy violations: More elaboration 
and application to immediacy behaviors. Communication Monographs, 55, 58-79. 
Cohen, R. J., & Swerdlik, M. E. (2005). Psychological testing and assessment: An 
introduction to tests and measurement (6th ed.). New York: McGraw Hill. 
Deal, J. J. (2007). Generational differences. Leadership Excellence, 24(6), 11-11. 
Dean, J. (Director). (1955). Rebel without a cause [Motion Picture]. United States: 
Warner Brothers. 
Dillman, D. A. (2007). Mail and internet surveys: The tailored design method. New 
Jersey: John Wiley & Sons. 
 111 
 
Edery, D., & Mollick, E. (2009). Changing the game. New Jersey: FT Press. 
Engelman, E. (2009). Generation Y vs. Baby Boomers: How workplace commitment 
levels affect recruitment and retention of Generation Y within corporate America. 
Available from Dissertations & Theses: Full Text Database. (Publication No. 
AAT3368749). 
Floyd, K., & Voloudakis, M. (1999). Attributions for expectancy violating changes in 
affectionate behavior in platonic friendships. Journal of Psychology, 133(1), 32-
49. 
Freeman, K. J., & Rendall, J. M. (1907). Schools of Hellas. New York: McMillan & Co. 
Gigliotti, R. J. (1987). Are they getting what they expect. Teaching Sociology, 365-375. 
Herzog, H. (1944). What do we really know about daytime serial listeners. In P. 
Lazarsfeld, & F. (. Stanton, Radio Research, 1942-1943 (pp. 3-33). New York: 
Duel, Sloan, & Pearce. 
Housman, A. E. (1996, January). Bartleby. Retrieved December 7, 2010, from A 
Shropshire Lad: www.bartleby.com/123/ 
Howe, N., & Strauss, W. (2000). Millennials rising. New York: Random House. 
Howe, N., & Strauss, W. (2003). Millennials go to college. American Association of 
Collegiate Registrars and Admissions Offices, 1-4. 
Howe, N., & Strauss, W. (2007, July-August). The next 20 years. Harvard Business 
Review, pp. 41-42. 
Johnson, D. I., & Lewis, N. (2010). Perceptioins of swearing in the work setting: An 
expectancy violations theory perspective. Communication Reports, 23(2), 106-
118. 
 112 
 
Kazdin, A. E. (2003). Research design in clinical psychology (4th ed.). Boston: Allyn & 
Bacon. 
Ko, H., Cho, C., & Roberts, M. (2005). Internet uses and gratifications: A structural 
equation model of interactive advertising. Journal of Advertising, 34(2), 57-70. 
Lazarsfeld, P., & Stanton, F. (1944). Radio Research, 1942-1943. New York: Duel, 
Sloan, & Pearce. 
Leung, L., & Wei, R. (2000). More than just talk on the move. Journalism and Mass 
Communication Quarterly, 77(2), 308-320. 
Library of Congress. (2010, July 27). Mr. Watson -- come here! Retrieved February 1, 
2011, from American Treasures of the Library of Congress: 
http://www.loc.gov/exhibits/treasures/trr002.html 
McMillan, S., & Hwang, J. (2002). Measures of perceived interactivity: An exploration 
of the role of direction of communication, user control, and time in shaping 
perceptions of interactivity. Journal of Advertising, 31(3), 29-42. 
MSN Encarta. (2009). MSN Encarta. Retrieved May 5, 2010, from MSN Encarta: 
http://encarta.msn.com/dictionary_1861674828/generation.html 
Pew Research Center. (2010). Millennials a portrait of generation next. Pew Research 
Center. 
Plato. (1907). Schools of Hellas. In K. J. Freeman, & J. M. Rendall, Schools of Hellas (p. 
74). New York: McMillan & Co. 
Prensky, M. (2006). Don't bother me mom - I'm learning. St. Paul: Paragon House. 
 113 
 
Raacke, J., & Bonds-Raacke, J. (2008). MySpace and Facebook: Applying the Uses and 
Gratifications Theory to exploring friend-networking sites. CyberPsychology & 
Behavior, 11, 169-174. 
Royal Pingdom. (2011, January 12). Royal Pingdom. Retrieved January 30, 2011, from 
Internet 2010 in Numbers: http://royal.pingdom.com/2011/01/12/internet-2010-in-
numbers/ 
Rubin, A. M., & Windhal, S. (1986). The uses and dependency model of mass 
communication. Critical Studies in Mass Communication, 3, 184-199. 
Ruggiero, T. E. (2000). Uses and gratification theory in the 21st century. Mass 
Communicaiton & Society, 3(1), 3-37. 
Smith, D. C. (2006). Educating the millennial student: Some challenges for academics. 
Proceedings of the 2006 SACLA Conference. Cape Town: University of Cape 
Town. 
Strauss, W. (2005a, September 10). Making sense of a school environment made of gen-
Xers and millennials. School Administrator, pp. 10-14. 
Strauss, W. (2005b, September 10). Talking about their generations. School 
Administrator, pp. 10-14. 
Strauss, W., & Howe, N. (1991). Generations: The history of America's future, 1584 to 
2069. New York: Harper Perennial. 
Strauss, W., & Howe, N. (1997). The fourth turning. New York: Broadway. 
Tapscott, D. (2009). Grown up digital. New York: McGraw Hill. 
Twenge, J. M. (2006). Generation me: Why today's young Americans are more confident, 
assertive, entitled - and more miserable than ever before. New York: Free Press. 
 114 
 
United States Postal Service. (n.d.). Financials. Retrieved January 30, 2011, from United 
States Postal Service: http://www.usps.com/financials/#H5 
Viera, A. J., & Garrett, J. M. (2005). Understanding interobserver agreement: The kappa 
statistic. Family Medicine, 360-363. 
Windahl, S. (1981). Uses and gratifications at the crossroads. Mass Communication 
Review Yearbook, 174-185. 
 
 
  
 115 
 
Curriculum Vitae 
Edwin Craft 
1695 Hunts Church Rd        (270) 779-7674 Cell 
Roundhill, KY  42275    Edwin.Craft@wku.edu 
 
 
 
 116 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
o 
 117 
 
 
 
 
 
 
 
 
 
 
 
 118 
 
 
 119 
 
 
 
